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Abstract
Th is  resea rch  cons iders  the a pp licab ility o f M as low 's  th eory o f h u m a n  m otiva tion  
(1943) to an cilla ry s ta ff in  U K N ationa l H ea lth  S ervice (N HS ) Tru s ts  and 
U n ivers ities  (H E ). It has  b een  u ndertaken  in  respon se to a  requ es t m a de b y 
m a na gers  in  these sectors  for evidence-b a sed  resea rch  th a t cou ld  b e app lied  in  
practice.
M as low 's  m odel o f m otiva tion  w as  selected  to s tru ctu re the resea rch , to a llow  
system atic cons idera tion  o f the natu re o f s ta ffs  m otiva tion  and  thu s  a lso to 
exam in e the app lica b ility o f the m odel to an cilla ry sta ff. Previou s  in vestiga tion s  o f 
the th eory in  the w ork  settin g have concentra ted  on m a n a geria l and p rofess iona l 
w orkers , h ence one o f the con trib u tions  to kn ow ledge th a t th is  PhD  m a kes  is  the 
origin a lity o f the w orkers  inclu ded. B y resea rch in g the sam ple and  des ign in g a  
tool to tes t th e appropria teness  o f M as low 's  theory, n ew  u n d ers ta n d in g is  added  to 
M a s lovia n  psychology, m otiva tion  th eory and orga n isa tion a l b ehaviou r. 
Tra d ition a lly resea rch  in to the m otiva tion  o f low er w a ged  w orkers  ha s  focu ssed  
u pon  fin a ncia l rew a rds  (e.g. Thorn ley, 1996; U n ison , 1997) and  d is rega rded  other 
sou rces . Th is  resea rch  cha llenges  su ch  m odels  and  exp lores  u n ta p p ed  elem ents  o f 
m otiva tion  in  an cilla ry w orkers  th a t ca n  have p ra ctica l u se for th ose spon sorin g 
the w ork  and  other em ployers .
Tw o m a in  p rem ises  o f M as low 's  theory are con s idered  for th eir app rop ria ten ess  to 
the an cilla ry sta ff. Th e firs t rela tes  to the s tru ctu re o f h u m a n  m otiva tion  in to five 
types  o f n eeds  th a t in crea se in  com plexity. Th e second  exp la in s  the dyn a m ic 
rela tion sh ip  b etw een  these needs  determ ined  b y their level o f s a tis fa ction  and 
im porta nce.
Prim a ry da ta  w a s  la rgely ga thered  from  N H S  an cilla ry s ta ff u s in g  a  qu estion n a ire 
th a t w a s  th en  va lida ted  in  focu s  grou ps. The des ign, app lica tion  and  resu lts  o f 
each  m ethod  are cons idered  in  the thes is  for tes tin g the a pp rop ria ten ess  o f 
M as low 's  m odel. Repea ting the qu estionna ire w ith  a  fu rth er grou p  o f H E  an cilla ry 
s ta ff exam in ed  the relia b ility o f the fin d in gs  and con clu s ion s  m ade, as did 
cons id era tion  o f the da ta  a ccord ing to gender and w ork  role.
Th ree o f M as low 's  five cla ss ifica tions  o f hu m an  m otiva tion  w ere fou n d  in  the 
a n cilla ry sta ff, a lon g w ith  a  fu rther n eed  con firm ed  in  each  a n a lys is . Sa fety, Love
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&  B elongingness  and E steem  needs  w ere con firm ed  in  th e sa tis fa ction  and 
im porta n ce ana lyses , and  S elf-Actu a lisa tion  w a s  to som e exten t es ta b lished  in the 
im porta n ce investiga tion s . A n  In stitu tiona l S a fety n eed  w a s  a lso repea ted  tha t 
cons is ted  o f trade u n ion  rela ted  item s and cons id ered  s ta ffs  s a fety in  their  
w ork in g term s and  conditions . Th e p rocess  o f m otiva tion  p roposed  b y M as low  w as  
n ot h ow ever su pported .
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Statem ent  o f  Object iv es
Th e a im  o f th is  th es is  is  to cons ider the m otiva tion  o f n on -clin ica l an cilla ry 
w orkers  in  the N H S , follow in g a  requ es t b y m a n a gers  for eviden ce-b a sed  resea rch , 
s ince p reviou s  w ork  in  th is  sector has  focu ssed  on  clin ica l s ta ff or th ose a t 
su pervisory and m a n a gem en t levels . E xp la na tion s  o f m otiva tion  in  the field  o f 
p erson a lity p sych ology and  organ isa tiona l b eh a viou r h a ve b een  con s idered  and 
one m odel th a t is  cons idered  com prehens ive, a dap tab le and es sen tia lly h u m a n is t 
is  M as low 's  th eory o f a  h iera rch y o f n eeds  (1943). It has received  w id e acceptance 
in  m a n y fields  from  b u s iness  and n u rs in g to edu ca tion , b u t ha s  n ot b een  
exa m in ed  in  low  pa id  a ncilla ry sta ff. Th a t gap s tim u la tes  a  fu rth er ob jective o f the 
thes is : tes tin g the va lid ity and appropria teness  o f M as low 's  exp la n a tion  for h u m an  
m otiva tion  in  a  d ifferen t grou p  o f w orkers . Th e pu rposes  o f the resea rch  th en  
b egin  to m erge. U s in g M as low 's  m odel for an exp lora tion  o f the m otiva tion s  o f 
an cilla ry s ta ff a lso a llow s  the m odel to b e tested.
Th e ob jectives  o f the thes is  are therefore to
❖  critica lly eva lu a te the theory and con s ider its  app lica tion  in  the w ork  arena;
❖  review  ea rlier a pp lica tions  o f M as low 's  th eory in  m ea su rin g m otiva tion , 
p a rticu la rly in  th e w ork  setting;
❖  review  the cu rren t m echan ism s  for m otiva tin g n on -clin ica l a n cilla ry s ta ff in  the 
N H S , and in terp ret these accord ing to the h iera rch y o f needs ;
❖  ga th er th e m otiva tion  o f pu b lic sector n on -clin ica l a n cilla ry s ta ff w ith in  their 
cu rren t w ork  environm ent u s in g m eth odologies  des igned  to tes t a ll a spects  o f 
the theory;
❖  a scerta in  the appropria teness  o f the th eory in  m ea su rin g the m otiva tion  o f 
w orkers  today, a lm ost 60 yea rs  a fter its  pu b lica tion . Th is  w ill in clu de the 
n a tu re o f m otiva tion  and the process  th a t M a s low  p u rported  it to follow ;
❖  p rovide evidence th a t the sponsors  o f the resea rch  can  apply.
M a s low ’s origin a l pu b lica tion  o f h is  th eory in  Psychological Review  (Vol. 50, 1943, 
pp  370-396) is  the m a in  poin t o f reference for h is  exp la n a tion  o f hu m an  
m otiva tion , as w ell as h is  la ter app lica tion  o f th is  to w ork  settin g in  Euspychian 
Management (1965). W a h b a  and  B ridw ell’s p a per Maslow  Reconsidered: A  Review  
o f Research on the Need Hierarchy Theory  (1976) is  a  key text th a t p rovides  a  
com prehens ive overview  o f ea rlier w ork  in  th is  field , as is  the w ork  o f Porter (1961) 
A study o f perceived need satisfactions in bottom and middle management jobs,
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and  M itchell and M ou dgill (1976) Measurement o f Maslow 's Need Hierarchy. I have 
a lso b u ilt on m y previou s  w ork  in  th is  a rea  for the Resea rch  Fora  th a t sponsored  
the in itia l resea rch  n ota b ly - An Evaluation o f Programmes fo r Staff Motivation 
(1998) and A comparison o f levels o f motivation across ancillary s taff in traditional 
roles and new  roles, across NHS Trusts and Hotels  (1999). A ll oth er w ork  u sed, 
su b sta n tia l or incidenta l, is  referenced  as cited  and  com piled  in  the ‘Referen ces ’ 
section.
Th e help  o f m y su pervisors  is  noted  in  the ‘A ckn ow led gem en t’ s ection  as  is  th a t 
received  in  ga in in g access  to the sam ple. A ll other w ork  w a s  solely u n derta ken  b y 
the au thor.
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Chapter one
In t ro duc t io n
Th e resea rch  describ ed  b elow  w a s  developed  in  response to the ca ll b y m anagers, 
for evidence o f the m otiva tion  o f an cilla ry sta ff. Facilities  m a n a gers  in  N H S  Tru sts  
and  U n ivers ities  sponsored  the w ork  to id en tify w h a t fa ctors  m otiva te a  grou p  o f 
th eir s ta ff w h o hold  the low es t p os ition s  w ith in  their va s t organ isa tion s , spu rred  
b y in crea s in g p rob lem s  w ith  s ta ff recru itm en t and reten tion  is su es . O ften  
m a nagers  hold  a  p reconceived  id ea  ab ou t s ta ff w h o a re less w ell rew a rded  for their 
w ork: th a t th ey a re pu rely m otiva ted  b y fin a ncia l rew a rd . H ow ever th ose th a t 
com m iss ioned  th is  resea rch  tha n kfu lly recogn ised  th a t th ere m u s t b e m ore to 
their  s ta ff than  s im p ly b ein g fin a n cia lly driven . Th ey w a n ted  eviden ce-b a sed  
resea rch  o f their s ta ffs  m otiva tion  th a t cou ld  b e app lied  in p ractice.
Th e sponsors  o f the in vestiga tion s  w ere m em b ers  o f the Pu b lic S ector Resea rch  
Fora  co-ord ina ted  b y the Facilities  M a n a gem en t G radu a te C en tre (FM G C ) at 
S heffield  H a lla m  U n ivers ity. Th e Fora  are essen tia lly in d u s try ‘clu b s ’ w h ere 
m a na gers  com e together to share kn ow ledge w ith  the a im  to im prove Facilities  
M a n a gem en t (FM ) practice. Th is  is  fa cilita ted  b y FM G C  th rou gh  an  annu a l 
p rogra m m e o f resea rch  th a t is  p u t togeth er b y Foru m  m em b ers  and  s ta ff a t FM G C  
in clu d in g m yself.
Th e Foru m  p rim a rily involved  in  th is  resea rch  serves  the B ritish  N a tion a l H ea lth  
S ervice (N H S ), b u t to investiga te the relia b ility o f a n y fin d in gs , th e in ves tiga tion  
w a s  exten ded  to the H igher E du ca tion  (HE ) Foru m . A n  a rea  o f resea rch  su ggested  
to each  Foru m  proposed  to look  a t the w ork  m otiva tion  o f n on - clin ica l a n cilla ry 
s ta ff and  w a s  very w ell su pported , w ith  w ork  b ein g com m iss ion ed  in  th is  a rea  for a  
n u m b er o f yea rs  (1997-2000). Th e ‘sh op - floor’ s ta ff respon s ib le for the FM  
fu n ction s  o f clean ing, portering and ca terin g w ere in ves tiga ted  for their  
m otiva tion s  to w ork  w ith in  the N H S  and  H E  organ isa tions .
In  order to en su re a  s tru ctu red  and rob u s t m ea su rem en t o f m otiva tion  a cross  
su ch  la rge sam ples , a  m odel w a s  sou gh t a t an  ea rly s tage in the resea rch  th a t 
cou ld  b e tes ted  in  the a ncilla ry sta ff. Th ere are m a n y con ten t th eories  in  the field  
o f p sych ology and  pa rticu la rly orga n isa tiona l b eh a viou r th a t id en tify the goa ls  and  
ob jectives  th a t su pposed ly m otiva te ind ividu a ls , and  the m a n a gers  w h o sponsored
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the w ork  w a n ted  evid ence o f th is . Th e approach  o f hu m a n ism  in  p sych ology 
a rgu es  th a t h u m a n s  are driven  and m otiva ted  b y person a l grow th  and  
developm en t as opposed  to in volu n ta ry respon ses  to a  s tim u lu s, or a  series o f 
m en ta l p rocesses . A s  su ch  it takes  an optim is tic view  o f m otiva tion  tha t low  level 
a n cilla ry s ta ff m a y n ot have p reviou s ly b een  p rivy to resu ltin g from  the b a s ic 
(financia l) p resu m ption  o f th eir m otivation .
O ne o f the foreru nners  in  th is  field  is  A .H . M as low  w h ose con ten t th eory o f hu m an  
m otiva tion  (1943) has had, and con tinu es  to have, exten s ive a pp lica tion  in  the 
w ork  settin g. Th e th eory’s p rincipa l p rem ise is  th a t h u m a n  b ein gs  have com m on  
grou ps  o f m otiva tion a l n eeds  th a t are sa tis fied  in  a  h iera rch ica l w ay. Th ere are five 
grou ps  o f n eeds  from  the m ost b a s ic phys iologica l n eed  for su rviva l, th rou gh  to 
the need  to b e sa fe from  harm , for love and a  sense o f b elongin g, for es teem  from  
w ith in  and  from  others, and fin a lly to the u ltim a te n eed  for grow th  and 
developm en t (self- actu a lisa tion ) th a t is  to b ecom e a ll one is ca pa b le o f b ecom ing. 
Th e needs  in crea se in  their m otiva tiona l com p lexity from  being n eeds  tha t are 
m ea n s - to- a n -en d  and pu rpos iveness , to growth n eeds  th a t are exp ress in g and 
grow in g and  is  the b as is  for the h iera rch ica l s tru ctu re. M a s low  p roposed  th a t the 
dynam ic rela tion sh ip  b etw een  the needs  is  b a sed  on th e degree o f s a tis fa ction  and  
its  con sequ en t im portance. A  need  is  m otiva tin g w h en  it is dep rived  in  th a t peop le 
s trive to fu lfil the need  and  once it is  sa tis fied  the follow in g m ore com p lex n eed  in 
the h iera rch y dem ands  sa tis fa ction  and so is  m otiva tiona l.
Th is  m odel w a s  selected  for a pp lica tion  in  u n d ers ta n d in g the m otiva tion s  o f the 
an cilla ry s ta ff over others  in  the w id er field  o f p sych ology and  orga n isa tiona l 
b ehaviou r. Th e rea sons  for th is  and fu rth er deta il o f the th eory and  its  fla w s  are 
given  in  C hapter 2.
B y u s in g th is  m odel and investiga tin g these staff, a  n u m b er o f va lu a b le 
con trib u tion s  are m ade to the field. F irs tly in  the b u s in ess  w orld , th is  w ork  has 
added  to the u n ders ta n d in g tha t FM  m a na gers  ha ve o f th eir s ta ffs  m otiva tion . The 
resea rch  find ings  have b een  reported  b ack, b y the au thor, to th e FM  m anagers  
w h o sponsored  the w ork  and others  on severa l occa s ions , so as  to p rom ote the 
pos itive con trib u tion  th a t th is  w ork  ca n  m ake to the w ork in g lives  o f the an cilla ry 
sta ff. Practica l a pp lica tions  o f the find in gs  have b een  exp lored  w ith  the m anagers  
over the tim e o f the research , to encou rage its  a doption  in  p ractice. A  com pila tion  
o f the even ts  a t w h ich  the au thor has  reported  the resea rch  fin d in gs  and  a  lis t o f 
the p ra ctitioners  in  attendance is  show n  in  A p p en d ix 1.
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Th is  resea rch  a lso m akes  an origina l con trib u tion  to the rela tively n ew  d iscip line 
o f FM  th a t encom pa sses  n ot on ly the so-ca lled  ‘h a rd ’ requ irem en ts  for an  
orga n isa tion  to su pport its  core b u s iness , w h ich  in clu des  b u ild in gs , m a in tenance, 
ligh ting, hea ting, clea n in g and ca tering, b u t a lso the ‘s oft’ elem en ts  o f peop le 
d eliverin g services . Resea rch  in to ‘soft’ FM , in  pa rticu la r, is  in  its  in fa ncy. S im ila r 
s tu d ies  to th a t reported  here have n ot b een  loca ted . G rim sh a w  and  C a irns  (2000) 
h ave recogn ised  the spa rseness  o f resea rch  in  th is  area ,
“FM  research is not on the agenda o f major national and supra­
national funding bodies and very little dedicated FM  research has 
been carried out” (p. 399).
O n a  m ore genera l level, the in vestiga tion  o f M as low 's  m odel o f m otiva tion  in  low  
level an cilla ry s ta ff is  a ga in  origina l. A lth ou gh  it h a s  b een , and  in deed  rem a in s , 
com m on  to a pp ly M as low 's  theory to the w ork  settin g (Porter, 1961; H a ll and 
N ou ga im , 1968; Payne, 1970; Law ler and Su ttle, 1972; B ennett, 1991; S tretton , 
1994; Anderson , 1997) previou s  stu d ies  have focu ssed  on th ose in  m a n a geria l or 
p rofess ion a l pos itions . Therefore a  con trib u tion  to kn ow ledge th a t th is  thes is  
su pports  is  the u n iqu eness  o f the sa m ple u n d er in ves tiga tion  and  the 
d evelopm en t o f a  tool to m easu re their m otiva tion . W ith in  th is  resea rch  the 
m otiva tion a l form a tion  o f w orkers  w ith  a  m u ch  low er s ta n d in g in  an orga n isa tion  
is  cons idered  and a lthou gh  som e a tten tion  has  b een  given  to one other grou p  o f 
‘shop  floor’ s ta ff1, none have tested  the app lica b ility o f M as low 's  th eory o f h u m an  
m otiva tion  to U K pu b lic sector a ncilla ry sta ff.
Resea rch  in to the m otiva tion  o f these s ta ff ha s  h is torica lly focu ssed  on  the 
in flu en ce o f p a y (Thornley, 1996; U n ison , 1997; B r ief et al, 1997; B ach , 1998; 
C ooper, 1998) w h ich  a ccord in g to M as low 's  theory, m otiva tes  a t their  low es t m ost 
b a s ic n eeds  for su rviva l, secu rity, s tab ility and sa fety th a t ea rn in gs  b ring. Th ere 
ha s  b een  a  ten den cy to ignore, or a t lea s t n ot investiga te, oth er poten tia l a spects  
o f th eir m otiva tion , su ch  as their n eed  for a ffectiona te rela tion sh ip s  a n d  a  sense of 
b elongin gness ; for feelin gs  o f respect, a tten tion  and  recogn ition ; and for grow th , 
p erson a l d evelopm en t and to b ecom e a ll th ey ca n  b ecom e. Fru s tra tion  on the pa rt 
o f the au th or and the sponsoring m a na gers  a t the n a rrow  focu s  o f cu rren t 
resea rch  in to a ncilla ry staff, w a s  a  s ign ifica n t ca ta lys t o f the resea rch . A  m ore
1 P ay n e  [1 9 7 0 ] ap p l i e d  M as lo w 's  t h e o ry  to  t o bac c o  f ac t o ry  w o rk e rs .
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holis tic exa m in a tion  w a s  recom m ended  to the Fora  m em b ers : one th a t conceived  
th eir s ta ff as  com plete hu m an  b eings  w ith  a sp ira tion s  and  rela tion sh ips  in s tea d  of 
ju s t a ccord in g to the size o f their p a y packet. B y ch a llen gin g tra d ition a l m odels , 
add itiona l sou rces  o f m otiva tion  in  these w orkers  th a t have p reviou s ly b een  
u n ta pped  can  b e u nderstood , relia b ly iden tified  and  fed  b a ck  to their  em p loyers  
for app lica tion .
Th e n a tu re o f the a n cilla ry w ork  role and exis tin g m eth ods  for m otiva tin g these 
s ta ff in  the N H S  a re cons idered  in  C hapter 3. Th e h is torica l fin a n cia l constra in ts  
o f the pu b lic sector are reflected  in  the m otiva tiona l m eth ods  u sed  w h ere there is  
n orm a lly little scope for m oneta ry, in cen tive-b a sed  schem es . A ccord in g to 
M as low 's  d escrip tion s  o f the needs, these m ethods  th en  a ppea l to needs  h igh er u p  
the h iera rch y and  b ypass  the m ost b a s ic phys iologica l and  sa fety needs. Th is  is 
cons idered  fu rth er in  C hapter 3 as a re other m ethods  for a n cilla ry s ta ff m otiva tion  
in clu d in g ava ilab le tra in in g opportu n ities , team w orking, su ggestion  schem es , 
m a n a gem en t s tyles  and  the n a tiona l s ta ndard  Investors  in  Peop le.
A s  the N H S  FM  m anagers  involved  recogn ise, u n d ers ta n d in g the m otiva tion  o f 
w orkers  in  th is  sector is  a  w orthw h ile a rea  to pu rsu e b eca u se o f the p ra ctica lity o f 
the resu lts . Th e N H S  is  the la rges t organ isa tion  in  the U K and  one o f the la rges t in  
the w orld , em p loyin g a lm ost one m illion  people, so in s igh ts  in to the m otiva tion  o f 
an y o f its  s ta ff is  b eneficia l. Th ose at the low es t levels  o f th is  one m illion  th ou gh  
are often  ignored , w ith  resea rch  a tten tion  focu ssed  on  clin ica l sta ff. Th e resea rch  
is  even  m ore va lu a b le therefore b ecau se it focu ses  u p on  th ose la rgely n eglected  in  
th is  m a m m oth  organ isa tion .
A fter cons idera tion  o f the litera tu re in  th is  area , the resea rch  qu estion s  d rivin g the 
in vestiga tion  are s ta ted  in  C hapter 4. Th e approach  adopted  to exa m in e these 
resea rch  qu estion s  is  a lso deta iled  in  th is  chapter, as is  th e ra tion a le for th is  
d irection . Th ere w ere a  n u m b er o f constra in ts  in  u n d erta k in g the resea rch  
b ecau se it w a s  sponsored , b oth  fin a n cia lly and  in  term s  o f a ccess . To a ppea l to 
the sponsors  the resea rch  had  to appea r flexib le, dynam ic, p ra ctica l and  ab ove a ll 
qu antifiab le. Th ere w a s  less  in teres t in  the ep is tem ologica l u n d erp in n in gs  o f the 
resea rch  and  C hapter 4 d iscu sses  the consequ ences . Th e com prom ises  do 
m oreover have to b e ju d ged  a ga inst the u tility and  va lid ity o f the resea rch  to 
b u s iness . O f cou rse the theoretica l u nderp in n in gs  a re o f in teres t in  the thes is  and 
have b een  inclu ded , b u t the resea rch  had  to b e flexib le enou gh  to ena b le an
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va lu ab le.
D eta ils  o f th e des ign  o f the m eth odology follow  the resea rch  s tru ctu re in  C ha pter 
4. Q u an tita tive da ta  w a s  p rim a rily collected  u s in g a  qu estionna ire, w h ich  w a s  
developed  th rou gh  p iloting. Th is  w a s  cons idered  th e m os t a pp ropria te m eth od  
th rou gh  w h ich  to ga ther the view s  o f su ch  a  la rge sam ple (n=1578), to rea ch  su ch  
a  w ide geogra ph ica l spread  (D a rlington  to O xford), and to respon d  to fin a n cia l and  
tim e constra in ts . Th e qu estionna ire des igned  to m ea su re a n cilla ry s ta ffs  w ork  
m otiva tion  and  tes t the app lica b ility o f M as low 's  th eory w a s  d is trib u ted  to 
ca tering, dom estic and  porterin g s ta ff in  th irty U K N H S  Tru sts . Fu rth er 
in form a tion  on  the p rocedu res  adopted  and  the n a tu re o f the sam ple is  given  in  
C h a p ter 4.
Th e a pp lica b ility o f the firs t a spect o f M as low 's  th eory o f hu m an  m otiva tion  to the 
N H S  an cilla ry s ta ff is  a ssessed  in  C hapter 5 to tes t Resea rch  Q u estion  I. Th is  
cons iders  the appropria teness  o f cla ss ifying h u m a n  m otiva tion  in to five d is tin ct 
needs  as the th eory sta tes . W h eth er the a n cilla ry s ta ff are fou nd  to b e m otiva ted  
b y the needs  for phys iologica l su rviva l, sa fety, love and  b elon gin gn ess , es teem  and 
self- a ctu a lisa tion  or n ot is exam in ed  in  th is  chapter.
Th e qu an tita tive da ta  w a s  va lid a ted  in  the resea rch  th rou gh  focu s  grou p  
in terview s . F irs t-h and  qu a lita tive da ta  w a s  ga thered  a llow ed  exp lora tion  o f a n y 
fu rth er a rea s  o f m otiva tion  th a t m a y h ave b een  ign ored  in  the qu es tion n a ire 
in s tru m ent. Th e des ign  and  resu lts  o f th is  elem en t o f th e resea rch  is  given  in  
C h a pter 6 and the im pa ct th is  has  on th e va lid ity o f th e qu es tion n a ire resu lts  is  
cons idered . A lso in  th is  cha pter a ll the resu lts  from  th is  firs t s tage o f the 
in vestiga tion  are d iscu ssed  for su pport o f Resea rch  Q u estion  I.
Th e a pproach  adopted  to estab lish  resea rch  relia b ility is  d eta iled  in  C h a p ter 7.
Th e qu estionna ire w a s  repea ted  w ith  fu rth er sam ples  o f a n cilla ry sta ff, th is  tim e in  
respon d in g to the su pport show n  for the resea rch  b y FM  m a n a gers  in  U K 
U n ivers ities  rep resen tin g the H E  sector. Th e roles  and  respon s ib ilities  o f the 
an cilla ry s ta ff are s im ila r across  each  sector and b y in clu d in g b oth , the relia b ility 
o f the fin d in gs  to the pu b lic sector is  a lso ch ecked . Th e m otiva tion  o f ca terin g, 
dom estic and porterin g s ta ff at eigh t u n ivers ities  in  E ngla nd  w a s  exa m in ed . 
C om parisons  w ith  th a t fou nd  for the N H S  s ta ff is  deta iled  in  C h a p ter 8.
Evaluat ing  the appl i cabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anci l lary st a f f
Ch ap t e r  1 I  I n t ro duc t i o n
P ag e  19 |
Evaluat ing  the appl i cabi l i ty o f  Ma sl ow 's theory o f  mot i vat ion to anci l lary st a f f
Fu rth er cons id era tion  o f a ll th e a n cilla ry s ta ffs  w ork  m otiva tion  is  given  in 
C h a pter 9 a ccord in g to their w ork  grou p  and gender. Th is  a llow ed  add itiona l 
checks  on  the relia b ility o f the s tru ctu re o f h u m an  m otiva tion  th a t w a s  b eginn ing 
to em erge, and  the tru e su pport th a t cou ld  b e len t to Resea rch  Q u estion  I. Th e 
a pp lica tion  o f su ch  com m on  cla ss ifica tion s  (w ork grou p  and gender) ensu red  
com p lete in clu s ion  o f a ll th e an cilla ry sta ff, th u s  fu rth er tes tin g Resea rch  
Q u estion  I.
Th e resu lts  o f a ll the in vestiga tion s  in to the na tu re o f the a n cilla ry s ta ffs  
m otiva tion  is  d iscu ssed  in  C ha pter 10 and Resea rch  Q u estion  I is  conclu ded .
Th e second  resea rch  qu estion  is  exam ined  in  C hapter 11 and  rela tes  to the cycle 
in  w h ich  M a s low  describ ed  the dynam ic process  o f m otiva tion . Th e n eeds  are 
a ssocia ted  accord in g to their level o f sa tis fa ction  and  im portance. W hen  a  need  is 
u n sa tis fied  or deprived  it is  dom ina n t or im portant, and  w h en  it is  sa tis fied  or 
gra tified  it activa tes  the n ext n eed  in  the h iera rchy, w h ich  then  in crea ses  its 
im porta nce. M as low  exp la ined  m otiva tion  and  the rela tion sh ip  b etw een  the needs  
u s in g th is  cycle o f depriva tion -dom in a tion -gra tifica tion -a ctiva tion . Its  
a pp ropria ten ess  in  describ ing the rela tion sh ip  b etw een  the n eeds  fou n d  to 
m otiva te the a n cilla ry s ta ff in  Resea rch  Q u estion  I is con s idered  in  Resea rch  
Q u estion  II in  th is  chapter.
A lth ou gh  M as low  a rgu ed  tha t h u m ans  are endow ed  a t b irth  w ith  five needs  th a t 
m otiva te b ehaviou r, he d id  a cknow ledge the in flu ence o f the en viron m en t in  
m eetin g these needs. Poten tia l in flu ences  on m otiva tion  are con s idered  in  C hapter 
12 w ith  pa rticu la r a tten tion  to those in  the en viron m en t o f th e a n cilla ry sta ff. An  
exp lora tory in vestiga tion  o f the in flu ence o f cu ltu re th rou gh  m a n a gem en t s tyle is 
a lso ou tlined .
Th e exam ina tion  o f the app lica b ility o f M as low 's  h iera rch y o f n eeds  in  these s ta ff 
is  conclu ded  in  C hapter 13. Th e appropria teness  o f h is  need  cla s s ifica tion s  and  
p rocess  o f m otiva tion  to the pu b lic sector an cilla ry s ta ff is  cons idered . A lon gs id e 
a pp lica b ility o f the theory, the p ra ctica l app lica tion s  o f th e resea rch  fin d in gs  are 
a lso exam ined  to m eet the needs  o f those th a t com m iss ion ed  th e resea rch . As  
G rim sh a w  and  C a irns  (2000) advoca te:
| "... if the leading edge ofF M  practice is being driven by demand from
Ch ap t e r  1 I  I n t ro duc t i o n
P ag e  2 0  |
Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anci l lary st a f f
a business world itself in the midst o f rapid change, then the 
production o f FM  knowledge via research to underpin practice must be 
closely tied to that o f management" (p. 399).
In  b u s inesses  tod a y m ore u se can  b e m ade o f opera tive defin ition s  o f m otiva tion  
than  ra w  th eoretica l a ssessm ents  so the needs  fou n d  to m otiva te the w orkers  are 
tra n s la ted  in to w ork in g p ractices  in  th is  chapter. D eta ils  are a lso p rovid ed  here o f 
h ow  these defin ition s  w ere com m u n ica ted  b a ck  to the N H S  and  H E  FM  m anagers  
in  the spon sorin g organ isa tions .
Th e fina l cha pter reflects  on the resea rch  process . W ith  h in ds igh t it is  poss ib le to 
id en tify w h ere the resea rch  des ign  cou ld  b e developed  or im proved  if it h ad  not 
b een  clien t- in flu enced , and  fu rther rou tes  to w h ich  it cou ld  n ow  lead . Th ese areas 
a re cons idered  in  C hapter 14, as is  the im pa ct th a t u n d erta k in g the in vestiga tion  
has  had  on m y ow n  person a l developm ent.
E njoy.
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Chapter two
In t ro duc t io n
H u m an  m otiva tion  has  b een  a  p opu la r a rea  o f resea rch  for decades , a skin g w h a t 
energises  hu m a n  b ehaviou r, w h a t d irects  or channels  su ch  b eh a viou r, how  th is  
b eh a viou r is  m a in ta ined  or su sta ined  and w h a t fa ctors  in flu en ce ch oice o f 
b ehaviou r. Th ere a re m a n y va ried  approaches  to m otiva tion  from  the va riou s  
schools  o f th ou gh t w ith in  psychology. Th ese exp la in  m otiva tion  in  term s  o f a  
s tim u lu s - response (b ehaviou ris ts ); genetic p rogra m m in g (evolu tion a ry 
psychologis ts ); a  series  o f m en ta l p rocesses  (cogn itive p sychologis ts ); a  resu lt o f 
socia l in tera ction  (socia l constru ctivis ts ); m en ta l con flicts  (p sychoana lys ts ) and  
a ch ievin g in n er grow th  and person a l fu lfilm en t (h u m an is tic p sych ology). Th ese 
app roa ch es  have developed  over the tw en tieth  centu ry, w ith  op p os in g schools  o f 
th ou gh t em erging, so their exp lana tion s  tend  to b e in  con flict ra th er than  
com plem enta ry.
S tu d ies  o f m otiva tion  have in crea s in gly focu ssed  u pon  th e w ork  setting, evolvin g 
to som e exten t from  the In du stria l Revolu tion  w ith  th e m a jority o f th e w orld ’s 
p opu la tion  now  in  som e kin d  o f w ork, b e it pa id  or otherw ise. W ith  w ork  roles  so 
w idesp rea d , there ha s  b een  an in crea se in  the socia l and  geogra ph ica l m ob ility o f 
peop le (pa rticu la rly over the la tter h a lf o f the tw en tieth  centu ry) w h ich  has  forced  
orga n isa tion s  to address  is su es  o f recru itin g the correct type o f em p loyee and 
reta in in g th eir w orkforce. M u ch  resea rch  therefore, ha s  con cen tra ted  on  w h a t 
m otiva tes  peop le to w ork  and w h a t keeps  th em  m otiva ted  in th eir w ork  roles.
M otiva tion a l exp lana tion s  o f organ isa tiona l b eh a viou r look  a t eith er the con ten t o f 
th e in d ivid u a l’s m otiva tion  or the process  th rou gh  w h ich  th ey determ in e th eir ow n 
m otiva tion , how ever m ost su ggest tha t in d ividu a ls  a re m otiva ted  tow a rds  their 
ow n  person a l goa ls  for fu lfilm ent, grow th  and d evelopm en t2. A s  su ch  it w ou ld  
appea r th a t these exp lana tion s  are u n derp in n ed  b y the es sen ce o f h u m an ism , 
w h ich  a rgu es  th a t in d ividu a ls  have a  set o f u n iversa l ch a ra cteris tics  th a t p rovide a  
p la tform  for a ch ievin g inner growth, goa ls  and  in ten tion s . S in ce the field  o f 
psych ology and  organ isa tiona l b eha viou r is  so va st, it is  n eces s a iy to res trict the 
focu s  o f th is  resea rch  in  order for a  m ea n ingfu l and  rob u s t in ves tiga tion  o f w ork
2 A  v i e w  t h a t  i s  n o t  ap p l i e d  w id e ly  to lo w  le v e l w o rk e r s  a s  d i s c u sse d  in  C h ap t e r  1.
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m otiva tion  to b e u ndertaken . O ne exp la na tion  for m otiva tion  th a t paved  the w ay 
for H u m a n is tic Psychology, and has  had  a  n u m b er o f a pp lica tion s  in  th e w ork  
settin g is  th a t des igned  b y Ab ra h a m  H. M as low  (1943) m a kin g it a  m ore 
sym pa th etic tool for th is  resea rch . (Fu rther ju s tifica tion  for the selection  o f th is 
m odel o f m otiva tion  over others  in  the p sych ology and  orga n isa tiona l b eha viou r 
field s  b egin s  on  page 39).
H is th eory is  a  m acro con ten t exp lana tion  o f h u m a n  m otiva tion  in  th a t it p roposes  
the types  o f n eeds  th a t in d ividu a ls  a re u n iversa lly m otiva ted  tow a rds  and  
cons iders  the ind ividu a l as a  w hole. It is  a  p opu la r th eory o f m otiva tion  in  a  
va riety o f d iscip lines , in clu d ing edu ca tion , b u s in ess  and  nu rs ing. In  th e b u s in ess  
a ren a  it ha s  m os tly b een  exam ined  in  m a na gers  and p rofess iona ls . Resea rch  has 
la rgely ign ored  those low er dow n  the orga n isa tiona l s tru ctu re: a  gap in  know ledge 
a ddressed  b y th is  s tu dy w h ich  u ses  M as low 's  m odel to exp lore the m otiva tion  of 
an cilla ry s ta ff in  the pu b lic sector.
W ith in  th is  ch a p ter M as low 's  theory is  describ ed , eva lu a ted  and  com pa red  w ith  
a lterna tives . S pecific cons idera tion  to the th eory in  the w orkp la ce w ill follow  la ter 
in  the chapter, as w ill other exp lana tions  o f orga n isa tion a l b ehaviou r.
M aslo w ’s T h e o ry  O f  Hum an  M o t iv at io n
M a s low ’s (1943) th eory o f hu m an  m otiva tion  w a s  one o f the firs t to con s id er the 
need  for grow th , fu lfilm en t and developm ent a s  a  d rivin g force and  for th is  h e has 
ea rned  the title o f and is cons idered  to b e the ‘Fa th er o f H u m a n is tic Psych ology’ 
(Anderson , 1998). H u m an istic Psychology is the con tem pora ry h om e o f the 
person a l- grow th  m ovem en t w h ich  M as low  a rgu ed  w a s  the th ird  force in  
Psych ology follow in g b ehaviou rism  and psychoana lys is .
G oing b a ck  to the origina l sou rce o f h is  th eory (1943), M a s low  p roposed  a  m odel o f 
h u m an  m otiva tion  th a t w a s  in  essence fou rfold . Firs tly, he p roposed  th a t hu m ans  
a re endow ed  w ith  a  u n iqu e com p lem ent o f n eeds  a t b irth . Provided  w ith  the 
en viron m en t to a llow  express ion  o f these needs, th ey w ill gu ide u s  in  ou r grow th  
tow a rds  a  h ea lth y developm ent. As  Ryckm an  (2000) noted
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"Maslow believed behaviour was determined by both (genes and 
culture)" (p. 434)
If the en viron m en t is  res trictive and redu ces  the opportu n ity for p eop le to rea lise 
th eir n eeds  then  the in d ividu a l is  likely to develop  in  neu rotic w ays .
S econ d ly he conceived  tha t needs  can  b e cla ss ified  in to five types  th a t form  a  
h iera rch y3. A t the b ottom  level o f the h iera rch y a re the m os t p rim itive and  b a s ic o f 
hu m a n  needs  - Physiological  needs. In clu ded  in  th is  ca tegory a re the needs  for 
s leep, res t and  food . To su pport h is  th eory M a s low  referred  to tw o lin es  o f 
resea rch . Firstly, ‘H om eosta s is ’; the b od y’s a u tom atic efforts  to m a in ta in  a  
con tinu a l, n orm a l state o f the b lood  s tream  to crea te a  con s ta n t o f w a ter, salt, 
su gar, p rotein , fa t and tem pera tu re. Th e second  line o f su pportin g resea rch  
rela tes  to the b od y’s a u tom atic rea ction  to la ck  o f ch em ica ls  in  th e b ody. S hou ld  
the b od y la ck  or is  deprived  o f som e chem ica l, th e in d ividu a l w ill ten d  to develop  a  
specific appetite or pa rtia l h u n ger for th a t food  elem ent. Th is  dem on stra tes  the 
inna te n a tu re o f the needs , as w ell as the m ore p rim itive ch a ra cter o f the n eed  in 
th e b a s ic s tim u lu s - response process . M as low  a rgu ed  th a t ph ys iologica l n eeds  
w ere u n d ou b ted ly the m ost p rom in en t o f a ll the h u m an  needs  and
“if all the needs are-unsatisjied, and the organism is then dominated 
by the physiological needs, all other needs may become simply non­
existent or be pushed into the background” (M as low , 1943, p 373).
Th e n ext n eed  is  for Safety th a t in clu des  p red ictab ility, p h ys ica l sa fety, fa irness  
and  secu rity. M as low  tu rned  to the cryin g rea ction  o f an  in fa n t to a  th rea t or 
d anger as su pportin g evidence for the exis tence o f th is  n eed  and  the inna te 
m otiva tion  hu m a n s  have to resolve th rea ts  to these needs . H e a rgu ed  th a t
“the healthy, normal, fortunate adult in our culture is largely satisfied 
in his safety needs. The peaceful, smoothly running, ‘good’ society  
ordinarily makes its members fee l safe enough from w ild animals,
3 M as lo w  la t e r  a d d e d  2  f u r t h e r  n e e d s  - c o gn it iv e  a n d  ae st h e t i c  n e e d s  (1 9 5 4 ). S t ud i e s  o f  M a s lo w 's  
m o d e l  v a ry  in  t h e i r  in c lus i o n  o f  t h e se  n e e d s , so  t o  e s t ab l i sh  c o n s i s t e n c y  h i s  o r i g in a l  t h e o ry  
(1 9 4 3 ) w i l l  b e  c o n s id e re d  in  t h i s in v e st ig at io n .
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 extremes o f temperature, criminals, assault and murder, tyranny, etc. ” 
(M aslow , 1943, p .378).
Love and Belongingness Needs a re the th ird  level o f the h iera rch y. Accord in g to 
M aslow , hu m ans  hu n ger for love and a ffectiona te rela tion sh ip s , b elon gin g to a  
grou p , b ein g accepted  b y and a ffilia ted  w ith  others. Love needs  in clu de both  the 
givin g and receivin g o f love. Th is  can  b e dem onstra ted  th rou gh  the na tu ra l 
grou p in gs  o f peop le either in  fam ilies  or trib es, and  can  a lso b e seen  in  the w ild  
w h ere an im a ls  ga th er in  packs  or prides .
Esteem  Needs a re the fou rth  set o f hu m an  needs  w h ich  are b a sed  u pon  the desire 
for a ch ievem ent, recogn ition , apprecia tion , respect and  in dependence. Fu lfilm en t 
o f these needs  secu res  feelings  o f self-w orth , s trength , ca p a b ility and  the 
adequ a cy o f b ein g u sefu l to the w orld . In  la ter yea rs  M a s low  a ckn ow ledged  
nu m erou s  criticism s  o f esteem  needs . To grou p  togeth er two d ifferen t sets o f n eeds  
on  tw o qu ite d is tin ct levels  u n d er th is  h ea d in g w a s  w rong. H e a ltered  h is  th eory 
therefore to d is tin gu ish  the tw o types  o f es teem  needs  th a t m otiva te hu m ans . Th e 
firs t rela tes  to respect from  others  to sa tis fy ego needs  from  w h ich  feelin gs  o f self-  
con fidence, ca pa b ility and adequ acy em erge. E steem  w e give ou rselves , (self­
es teem ) is  the second  type and is  a ssocia ted  w ith  feelin gs  o f dign ity, o f b ein g on e’s 
ow n  b oss  and o f con trollin g on e’s ow n life (Rowan, 1998, p. 83).
A t the top o f the h iera rch y is  the need  for Sel f -Actual isat ion . Rega rded  b y 
M as low  as b ein g the u ltim ate need  in  hu m an  m otiva tion , it
*refers to the desire for self-fulfilment, namely, to the tendency for him 
to become actualised in what he is potentially ...to become everything 
that one is capable o f becoming” (M aslow , 1943, p 382).
A ccord in g to M aslow , self- a ctu a lisa tion  is  n ot a  s ta tic end  b u t an  on goin g p rocess . 
N ot everyone is  ab le to a ch ieve th is  n eed  and the few  th a t ca n  h a ve b een  in n a tely 
determ ined . M a s low  p resen ted  case h is tories  o f a  n u m b er o f p erson s  he rega rded  
as ‘s elf- a ctu a lised ’. S om e w ere peop le he had  in terview ed ,
“others were historical figures (for example Thomas Jefferson and 
Ludw ig van Beethoven) or recent luminaries (such as Eleanor 
Roosevelt and Albert Einstein), whose lives had been studied by
Ch ap t e r  2 I  M a s lo w 's  t h e o ry
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Th e pa ttern s  iden tified  am on gst these persona lities  w ere b ein g rea lis tica lly 
oriented ; a ccep ting th em selves  and  others ; b ein g spontaneou s ; h a vin g in tim ate 
rela tion sh ip s  w ith  a  few  peop le ra th er than  su perficia l rela tion sh ip s  w ith  many; 
ca rin g m ore ab ou t the p rob lem s  th ey w ere w ork in g on th a n  them selves  (op cit. p. 
735). M a s low  (1991) a ttem pted, in  la ter w ritings , to exp la in  w h y so few  peop le 
ach ieve self- a ctu a lisa tion , w ith  h is  notion  o f the ‘Jon a h  C om p lex ’ -  a  fea r o f on e’s 
ow n  grea tness . H e a rgu ed  th a t often  peop le w a n t to b e seen  a s  the ‘avera ge 
p erson ’ and  so h ide their grea tness . M as low  con cen tra ted  h is  w ritin gs  on  the self-  
a ctu a lisa tion  need  la ter in  h is  life. It w ou ld  appea r th a t the exis ten ce and  con ten t 
o f th is  n eed  received  m ost criticism , som e o f w h ich  w ill b e a dd ressed  la ter in the 
chapter.
Th e h iera rch ica l s tru ctu re o f these five b a s ic n eeds  w h ich  com prise hu m an  
m otiva tion  w a s  p u t forw a rd  b y M as low  in  h is  origin a l w ritin gs :
“human needs arrange themselves in hierarchies o f prepotency, such 
that the appearance o f one need usually rests on the prior satisfaction 
o f another more pre-potent need. Man is a perpetually w anting animal. 
Also no need or drive can he treated as if it were isolated or discrete; 
every drive is related to the state o f satisfaction or dissatisfaction o f 
other drives” (1943, p370).
D es igned  w ith  a  w ide b ase o f ph ys iologica l needs, the s tru ctu re ta pers  to the a pex 
w ith  few er n eeds  for self- actu a lisa tion . To advance u p  the h iera rchy, im m ed ia te 
needs  m u st b e sa tis fied  b efore the n ext n eed  in  the h iera rch y can  b e addressed . 
W hen  one set o f n eeds  are sa tis fied  th ey cease to b e a  m otiva tor, and  in d ivid u a ls  
are m otiva ted  b y the u nsa tis fied  needs  n ext in  th e h iera rchy. For exam ple, w h en  
phys iologica l n eeds  are secu re, hu m ans  a re fed, w a tered  and  sheltered  their 
m otiva tion  w ill then  b e sa fety needs, s trivin g to b e free o f p h ys ica l danger. M as low  
a rgu ed  tha t
“A want that is satisfied is no longer a want. The organism is 
dominated and its behaviour organised only by unsatisfied needs” 
(M aslow , 1943, p375).
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D is tin ctive to th eories  o f m otiva tion  are the concepts  o f d ep riva tion  (an u nsa tis fied  
need ) and  gra tifica tion  (a  sa tis fied  need ). M as low  u sed  the con cep ts  as active 
forces  th a t lin k  n eeds  to b ehaviou r. D epriva tion  o f a  n eed  es ta b lish es  its 
dom in a n ce in  hu m an  b ehaviou r, and gra tifica tion  es ta b lish es  its  su b -ord inance. 
M a s low  a rgu ed  th a t the firs t fou r needs  o f the h iera rch y are ca lled  deficiency- 
needs or D -needs  w h ich  h u m ans  are n ot d riven  to sa tis fy u n less  th ey are 
deprived . O nce sa tis fied  these needs  lapse in  im porta n ce u n til dep riva tion  aga in  
m otiva tes . S elf- actu a lisa tion , on the other hand , is  con s idered  to b e a  being-need 
or B -need , b ecau se it is  m otiva tin g w ith ou t b ein g deprived . S elf- a ctu a lisa tion  is 
u n iqu e in  its  a b ility to m otiva te hu m ans  in  th is  way.
A  cycle o f n eed  iden tifica tion  and  s triving for sa tis fa ction  is  the en d less  process  o f 
m otiva tion , it is  constant, n ever ending, flu ctu a tin g and  com plex, and  theories  o f 
h u m a n  m otiva tion  shou ld  b e ab le to a ccou n t for th is .
Suppo rt in g  e v ide nc e
S evera l resea rch  in vestiga tion s  have su pported  M a s low 's  theory. To illu s tra te the 
p rocess  o f m otiva tion , stu d ies  o f the effect o f dep riva tion  on the low er needs  
ou tlin ed  in  M as low 's  theory lend  su pport to h is  n otion  o f th e gra tifica tion -  
a ctiva tion  rela tionsh ip . Resea rch  on the effects  o f th irs t and  s ta rva tion  have 
show n  th a t peop le in  th is  sta te can  often  th in k  o f little els e b u t s a tis fyin g th is  
condition , and  their socia l rela tion sh ips  deteriora te (Keys et al, 1950; W olf, 1958). 
H ow ever these resea rchers  adopted  a  la rgely b eh a viou ris t app roa ch  in  a s sess in g 
h u m an  sta rva tion  and  th irs t d epriva tion  so their  a s sessm en t o f p erson a l th ou gh ts  
and  socia l rela tion sh ip s  cou ld  b e qu estionab le to a  resea rch er w h o a dopts  a  m ore 
h u m a n is tic approach . C ofer and  A p p ley (1964) ou tlin e a n im a l and  h u m a n  
resea rch  to show  the redu ction  in  im portance o f low er needs  as  sa tis fa ction  is 
ach ieved . A lth ou gh  su pport is  show n for the p rocess  o f m otiva tion  in  low er order 
needs , it does n ot su b sta n tia te the p rocess  in  rela tion  to h igh er order needs .
N eh er (1991) su pported  M as low  in  the s tru ctu red  form  in  w h ich  he describ ed  
h u m a n  m otiva tion . H e agreed  th a t needs  are p rob a b ly a rra n ged  in  som e sort o f 
h iera rch ica l stru ctu re, w here b as ic needs  are m ore u rgen t in th eir dem a n d  th an  
a re h igh er- order needs  (p. 109). H is su pport w a s  p u rely on the b a s is  o f p erson a l 
experience and logica l thou gh t, so its  w orth in ess  ca n  b e qu estioned .
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S h a w  and  C olim ore (1988) u ph eld  M as low 's  th eory in  its  em b od im en t o f the b a sic 
tenets  o f cap ita lis tic ideology. Th ey a rgu ed  tha t the m od el d em onstra tes  the 
fu n da m en ta l con trad iction  in  W es tern  society in  th a t w e live in  a  dem ocra cy b u t in 
rea lity the elite ru le. S haw  and  C olim ore adm ire the th eoris t’s u n con sciou s  
in corpora tion  o f the socio- econom ic en viron m en t in to h is  exp la n a tion  o f hu m an  
m otiva tion , and  for th is  he shou ld  b e cons idered  a  politica l lib era l (p. 55). H ow ever 
M a s low  d id  n ot in tend  his u n iversa l fra m ew ork  o f m otiva tion  to b e cu ltu re-b ou nd  
or in flu en ced  so th is  adm ira tion  is m isp la ced  and qu estion s  th e su pport th a t 
S ha w  and  C olim ore give the theory. Th e sam e a u thors  go on to p ra ise M a s low  as a  
th eoris t w h o typ ica lly cha llenged  the sta tu s  qu o in  h is  des ire to crea te a  m ore 
hu m a n e society (1998, p. 69) and the h u m a n is tic p sych ology m ovem en t it 
s tim u la ted . H e m a y b e p ra ised  for th is, b u t it is  u n likely th a t th is  w a s  the sole 
m otiva tion  for M as low  in  develop in g h is  m odel and  it w ill h a ve m u ch  deeper 
ep is tem ologica l grou nding.
M a s low ’s m odel has  a lso b een  p ra ised  for its  in flu ence on  the adva n cem en t o f 
b eh a viou ra l sciences. H offm an  (1998) argu es  th a t M as low 's  tra n sperson a l 
p sych ology w h ich  he la ter developed  in  h is  stu d ies  o f self- a ctu a lisa tion  th a t 
focu ssed  on sp iritu a lity and h u m an  na tu re, h elped  to advance the b eh a viou ra l 
sciences  (p. 252). A lth ou gh  the in flu ence o f h is  origin a l th eory (w h ich  is  cu rren tly 
b ein g s tu died ) on  b ehaviou ra l sciences  w ou ld  not b e as s tron g s in ce M a s low  did 
not p rovide m u ch  deta il a b ou t the u ltim a te grow th  n eed  or the b a s is  for h is  
p ropos itions .
E xtens ive cita tion  is  given  to M as low  w h en  h u m an  m otiva tion  is  cons id ered . A  
rea son  for its  popu la rity is  th a t a t firs t glance h is  th eory has fa ce va lid ity. It 
m a kes  sense to people, as com prehens ion  is  ea sy and  its  rea lity is  fea s ib le. B u ttle 
(1989) has  exp la ined  th is  extens ive cita tion  as b ein g du e to the fa ct th a t the 
th eory is
“the type ... w hich we w ould want to believe. It idealises and 
empowers human kind by claiming that we are w orthy creatures, 
acting purposefully in and on the w orld” (S oper et al, 1995, p 416).
H ow ever fa ce va lid ity is  n ot a  sou nd  b a s is  for su pportin g a  th eory or s electin g a  
m odel for a pp lica tion  in  resea rch . Ra ther the con tra d ictory eviden ce o f a  th eory 
shou ld  a lso b e cons idered  and follow in g th is  con tem p la tion  o f each  eviden ce 
shou ld  b e given  b efore a  decis ion  to p roceed  w ith  a ffirm in g a  theory. Th is
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a pproa ch  has  b een  adopted  in  th is  cu rren t investiga tion , and  so w e now  tu rn  to 
th e con tra d ictory evidence for M as low 's  m odel.
Co n t rad ic t o ry  e v ide nc e
From  closer in spection  oth er resea rchers  have iden tified  fla w s  in  M a s low 's  theory 
o f hu m a n  m otiva tion  m a in ly focu ssed  a rou nd  the ca ll for fu rth er needs  and the 
w a y in  w h ich  exis tin g n eeds  rela te to each  other. To a llow  a  fu ll eva lu a tion  o f the 
th eory these criticism s w ill now  b e addressed .
O ne o f the a rea s  o f con trad iction  refers  to the s tru ctu re o f h u m a n  m otiva tion  in  
the form  o f a  h iera rch y o f p repoten cy and  gra ph ica lly as a  h iera rch ica l pyram id . 
Row an  (1998) a rgu es  th a t th is  su ggests  th a t there is  an  en d -poin t to m otiva tion  
once self- a ctu a lisa tion  has  b een  reached , and so it w ou ld  b e m ore appropria te to 
p resen t m otiva tion  as a  la dder w h ere fu rth er ru ngs  can  b e added . A lth ou gh  m a n y 
texts  have gra ph ica lly rep resen ted  M as low 's  th eory in  th is  form , it is  u n clea r 
w h eth er he actu a lly describ ed  it a s su ch. In spection  o f h is  origin a l w ritin gs  show s  
no evidence to su pport th is  graph ica l represen ta tion . E ven  th ou gh  M as low  
p rofessed  th a t m otiva tion  w as  ordered  h iera rch ica lly, he d id  n ot equ a te this  w ith  
the n otion  o f a  pyram id . It m u st therefore b e a  m odel th a t ha s  la ter b een  
developed , perh a ps  to m ake the th eory m ore s im p lis tic and acceptab le.
Fram e (1996) criticises  the logica l in coherence o f th e h iera rch y itself. H e su ggests  
th a t w h en  p rogress in g th rou gh  the h iera rch y w h a t develops  is  n ot a  con tin u a tion  
o f w h a t has  gone b efore, b u t ra th er an em ergence o f a  s ta te tota lly d ifferen t from  
its  predecessor. E very stage in  the p rogress ion  is  qu a lita tively d ifferen t from  the 
one b efore, for exam ple sa fety does  n ot n eces sa rily follow  from  h a vin g a  fu ll b elly. 
M as low 's  th eory b ecom es  a  d iscon tinu ity ra th er th a n  a  con tinu u m , w h ere the 
gra tifica tion  o f each  low er n eed  is  n ecessa ry b u t n ot su fficien t for th e em ergence o f 
the n ext h igh er one. M as low 's  theory cou ld  b e con s idered  a  logica lly coh eren t 
con tinu u m  thou gh , in  the com m on goa l the d ifferen t needs  s trive tow a rds  - 
u ltim a te developm ent. O nce each  need  has  b een  sa tis fied  it seem s  logica l for 
h u m ans  to look  to ach ieve som eth ing new , th a t is  eviden ced  everyd a y th rou gh , for 
exam ple, ca reer m oves .
W a h b a  and  B ridw ell (1976) qu estioned  w h eth er needs  shou ld  a ctu a lly b e 
s tru ctu red  in  su ch  a  h iera rch ica l, fixed  form  and the exten t o f its  u n ivers a lity (p.
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235). M as low 's  w ritin gs  can  b e in terpreted  as p u rp ortin g a  u n iform  m otiva tiona l 
stru ctu re, in  th a t all hu m a n s  have th is  h iera rch y o f n eeds  d rivin g their thou gh ts  
a nd  b eh a viou r and  s ince there is  u n iform ity in  the ph ys ica l s tru ctu re o f hu m ans , 
th is  can  still b e cons idered  a  via b le option . It is  a ccep ted  th a t the ph ys ica l m a ke ­
u p  o f hu m ans  is  u n iform  b u t w ith in  th is  there is  va ria tion  i.e. heigh t, w eigh t, h a ir 
and  eye colou r, so su rely it can  b e a pprecia ted  th a t the s tru ctu re o f h u m an  needs  
ca n  va ry s ligh tly in  the sam e w ay. M as low  exp la in ed  th a t the n eeds  va ried  s ligh tly 
for d ifferen t peop le pa rticu la rly in  the orderin g o f th e d eficien cy n eeds  especia lly 
for th ose w ith  extrem ities  su ch  as crea tive peop le, p sych opa th ic person a lities  and 
those w ith  h igh  self- esteem . Th e a rrangem ent o f n eeds  a lso va ried  if th ere has 
b een  p erm a n en t dea den in g o f needs, (for exam p le ch ron ic u n em p loym en t w ith  low  
self-esteem ) or for those w ho u n der- eva lu a te needs  b eca u se th ey have b een  
sa tis fied  for a  lon g time, or for those w ith  h igh  socia l va lu es  su ch  as m artyrs  
(1943, p. 286). M as low  still m a in ta ined  h ow ever th a t desp ite va ria tion  h u m an  
m otiva tion  is  form ed  b y five types  o f needs, and  a ctiva ted  th rou gh  a  cycle o f 
depriva tion -  gra tifica tion .
Th e sam e a u th ors  p roposed  a  du a l- level h iera rch y o f hu m a n  needs , as an  
a lterna tive to M as low 's  five levels . W a h b a  and  B ridw ell (1976) su ggested  th a t 
h u m an  needs  shou ld  b e ca tegorised  as either m a in ten a n ce or grow th  needs, 
w h ere phys iologica l and sa fety needs, n ecessa ry for su rviva l, shou ld  b e cla ss ified  
as m a in tenance needs; and  b elongingness , es teem  needs  and  self- a ctu a lisa tion  
shou ld  b ecom e grow th  needs. In  la ter w ritin gs  M a s low  (1954) h im s elf lea ned  
tow a rds  th is  du a l- n eed  notion  b y p ropos in g deficiency n eeds  (1st fou r needs ) and 
being n eed  (self- actu a lisa tion ) ca tegorisa tion  (p. 235) h ow ever he con tin u ed  to 
em phas is e the d is tin ct n a tu re o f self- actu a lisa tion . W a h b a  and  B rid w ell’s 
p ropos ition  o f grou p in g self- a ctu a lisa tion  w ith  love and  b elon gin gn ess  and  es teem  
needs  w ou ld  b u n ch  together very d ifferen t types  o f m otiva tion , th a t w ou ld  over ­
s im p lify h u m a n ’s a b ilities  to have a ffectiona te rela tion sh ip s , for recogn ition  and  
sta tu s  and for person a l grow th  and fu lfilm ent. Th eir  con ten tion s  h ow ever are 
b a sed  solely on  a  review  o f stu dies  condu cted  to tes t M a s low 's  theory. M ost o f 
these s tu d ies have grou nded  their p ropos ition s  on  qu es tion n a ire d a ta  from  
m a n a gem en t or p rofess iona l staff, and few  have in clu ded  va lid ity and  relia b ility 
m easu res  th ereb y lea vin g the va lid ity and  relia b ility o f the p ropos ition s  in  
qu estion .
A  longitu d in a l qu antita tive s tu dy condu cted  b y La w ler and  S u ttle (1972) w a s  a lso 
u nab le to su pport the notion  o f a  h iera rch ica l s tru ctu re o f needs . O ver a  p eriod  o f
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6 or 12 m onths , low er m idd le m anagers  ra ted  the im porta n ce and sa tis fa ction  of 
n eeds  and th ey fou nd  th em  to va ry in  s trength  over tim e. For som e love and 
b elon gin gn ess  needs  dom ina ted  their m otiva tion , and  for oth ers  self-a ctu a lisa tion  
needs  w ere s trongest, w h ich  cou ld  b e exp la in ed  b y the dyn a m ic n a tu re o f 
m otiva tion . D esp ite th is  the a u th ors  m a in ta ined  th a t no evid ence o f a  m u ltilevel 
h iera rch y w a s  show n, b u t there w a s  su pport for th e n eeds  th a t M a s low  iden tified  
w ith in  th is  h iera rchy. A lth ou gh  longitu d in a l s tu d ies  are adva n ta geou s  in  their  
a b ility to detect an y changes  in  needs  over time, th ey ca n  in  fa ct encou rage repea t 
b ia s  th a t then  qu estion s  the rob u stness  o f La w ler and  S u ttle's  in vestiga tion .
H all and  N ou ga im  (1968) exam ined  the va lid ity o f M a s low 's  n eed  h iera rch y in  an 
orga n isa tion a l setting, u s in g longitu d ina l d a ta  from  m a n a gers  in  the firs t five 
yea rs  o f th eir ca reers . Th eir  s tu dy conclu ded  th a t as  m a n a gers  advanced  in  an 
organ isa tion , phys iologica l and sa fety needs  tended  to decrea se in  im porta n ce and 
needs  for a ffilia tion  (love and b elongingness ), es teem  and  self- a ctu a lisa tion  
in creased . Th is  w a s  n ot th rou gh  the sa tis fa ction  o f th e low er order needs  th ey 
conclu ded , b u t ra th er du e to the opportu n ities  offered  to the sam ple th rou gh  their 
ca reer changes . Th is  fin d in g su pports  M as low 's  p ropos ition  th a t th e environ m en t 
ha s  a  s trong in flu ence on in d ividu a l’s opportu n ities  to rea lise their m otiva tion , b u t 
no s tron g rela tion sh ip  w a s  fou nd  b etw een  the sa tis fa ction  and  im porta nce levels  
to su pport the exis tence o f a  h iera rch ica l order. H a ll and  N ou ga im ’s conclu s ions  
ca nnot b e app lied  to a ll thou gh, s ince the opportu n ities  crea ted  in  the 
orga n isa tiona l en viron m en t for m otiva tion  are n ot the sam e for s ta ff a t a ll levels .
In  h is  theory, M a s low  im p lied  th a t hu m ans  a re m otiva ted  to fu lfil a  n eed  b ecau se 
th ey are dep rived  o f it and  are su fferin g as a  consequ ence. Th rou gh  gra tifica tion , 
the s trength  o f the need  d im in ishes . N eher (1991) has qu estion ed  th is  a ssertion  b y 
su ggesting th a t m os t n eeds  are cyclica l in  th a t th ey are im m ed ia tely sa tis fied  b u t 
resu rfa ce la ter. H e accepted  therefore th a t n eed  sa tis fa ction  lea ds  to a  tem pora ry 
decrea se in  n eed  strength , u s in g hu n ger and  sex as  exam p les , b u t h e ca n n ot 
a ccep t tha t it lea ds  to extinction . M a s low  d id  n ot su gges t th a t the need  b ecom es  
extin ct thou gh, b u t ra th er tha t th ey d im in ish  or the s trength  o f the need  
d im in ishes  w h en  it is  rea d ily and ea s ily sa tisfied, over the lon g term  (1954, p. 69)
-  su pportin g the cyclica l notion. N eher b elieved  th is  to b e a  m os t cru cia l criticism  
o f the th eory s ince the sa tia tion  o f n eeds  a ccord in g to M a s low  are the p rim a ry 
m ea ns  o f m otiva tion , b u t it w ou ld  appea r th a t th is  criticism  is  o f the w ord in g  o f 
the p ropos ition  ra th er than  the m odel itself.
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O thers  have fou nd  con tra d ictory evidence in  the n a tu re o f th e n eeds  M as low 's  
p roposed  and  ca ll for the in clu s ion  o f fu rther n eeds  to describ e h u m an  m otivation . 
Firs tly, the releva nce o f the low er two b a s ic needs  as  m otiva tin g forces  has 
received  som e a ttention . In  1970 M as low  w rote
“Our needs function in a hierarchical fashion, so that our basic needs 
(for food, etc.) are prepotent, in that generally they must be satisfied 
before we can fee l “free” o f them and move on to satisfy our higher 
needs” (p. 35).
E ven  in  today's  less  ‘p rim itive’ civilisa tion , and a t the tim e M a s low  w rote h is  
theory, s a tis fa ction  o f b a s ic phys iologica l and  sa fety needs  are as su red . W ith  the 
in trodu ction  o f socia l w elfa re system s in  m od em  w es tern  societies , th e m a jority o f 
peop le a re gu a ran teed  food  and shelter, thu s  a rgu a b ly elim in a tin g phys iologica l 
and  sa fety n eeds  as tru ly m otiva tin g needs . H ow ever it is  likely th a t M a s low  u sed  
these needs  to d is tin gu ish  the na tu re o f m otiva tion  a t these levels , u s in g b as ic 
b iologica l d rives  and u rges  com pared  to con trolled  m otiva tion  for a ffectiona te 
rela tion sh ips  or a tten tion  and  recogn ition . Th ey m u s t s till rem a in  releva n t to a  
th eory o f h u m an  m otiva tion , b u t toda y peop le m a y b e m otiva ted  b y phys iologica l 
and  sa fety n eeds  th rou gh  the im provem en t in  w a ys  to fu lfil th ese needs , e.g. 
s trivin g for m ore pa la tab le food  and a  b igger and b etter shelter. W h ils t s trivin g for 
th is  fu lfilm en t thou gh, it w ou ld  follow  tha t peop le are b ein g m otiva ted  in  their 
b eh a viou r b y h igh er- order needs, su ch  as self- es teem  and  love, w h ere a  b ig hou se 
m a y rep resen t the need  for self-esteem .
N eh er (1991) p rovides  evidence o f the in a pp lica b ility o f the low er needs , a rgu ing 
th a t in  effect the need -h iera rch y can  b e s tood  on  its  head . H e su ggests  th a t w h en  
peop le are fa ced  w ith  th rea ts  to their b a s ic needs, su ch  as life- th rea ten in g 
illn esses  or hu nger, th ey often  form  s trong socia l b on ds  and ties. Th a t is , w hen  
low er- order needs  are deprived  (su rviva l needs) p eop le fa cilita te n eed  sa tis fa ction  
a t h igh er levels  (love and es teem  needs) ra th er than  im pede th em  (p. 97 )4.
H ow ever, evidence from  life su ggests  th a t w h en  b a s ic needs  are n ot b ein g  met, 
peop le m a y b ecom e very aggress ive in  figh tin g for food, for exa m p le in  the 
experiences  o f refu gees  w h en  su pplies  a re d is trib u ted .
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4 T h i s  m ay  be  t rue  o f  p e o p le  in  s i t ua t i o n s o f  c o n t in u in g  in t e rd e p e n d e n c e  su c h  a s  t r i be s , w h e re  
m ut ua l  a l t ru i sm  is f av o ure d .
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C orn ish  (1997) cites  the w ork  o f E a sterlin  (1996) w ith  h is  evid ence for the 
pers is ten ce o f m a teria lism  th rou gh ou t h u m an  m otiva tion . E a sterlin  a rgu es  that 
concern  for m a teria l goods  is  a s  p reva len t as ever, a s  is  the p u rsu it o f these 
m a teria l needs . N o m a tter to w h a t exten t m a teria l n eeds  have b een  ach ieved, 
hu m a n s  a re m otiva ted  in  th eir b eh a viou r to im prove them . D esp ite the genera l 
fu lfilm en t o f the low er order needs  o f M as low 's  h iera rch y in  m odern  society, 
E a sterlin  s till su ggests  th a t m otiva tion  concen tra tes  a rou nd  these m a teria l needs, 
an d  there is  no evolu tion  tow a rd  h igh er order n on m a teria l goa ls . M a teria lism  as a  
p op u la r cu ltu re can  b e seen  to su pport E a s ter lies  p roposa l. Th e u n iform  
reitera tion  o f th e idea l o f “the good  life” on a  w h olly m a teria lis tic level b y new s  and 
en terta in m en t m ed ia  tends  to portra y the fu lfilm en t o f the low er needs  in  the 
h iera rch y as an end  in  itself. In  m odern  society, m a n ipu la tive m a rketin g system s 
focu s  on the in du lgence o f pu rely phys ica l needs  a t the low er end o f M as low 's  
h iera rchy, o f food , cloth ing, hou ses  and sex. D esp ite a t lea s t th ree o f these needs 
b ein g fu n da m en ta lly fu lfilled  th rou gh  th e w elfa re sys tem , th ey are s till m a jor 
m otiva tin g forces  in  the pu rch a s in g arena.
Perhaps  m a teria l n eeds  in s tead  have a  sym b olic m ean ing, w h ere a  b igger ca r 
m ea ns  h igh er self- esteem  or the possess ion  o f a  m ob ile ph on e m ea n s  th ey have 
friends  and a ffilia tions. Th e m a teria lis tic n a tu re o f society ca n n ot m ea n  th a t all 
m otiva tion  is  a t a  prim itive level, it is  too redu ction is t o f h u m a n  na tu re to b e 
viab le. Th ere is  m ore sym pathy for the n otion  th a t h u m a n s  a re m otiva ted  b y 
grow th  and ach ievem ent, w h eth er th is  is for m a teria l goods  or not, it is  the 
m ea n ings  th a t are a ttached  to th is  a cqu is ition  th a t determ in e their na tu re.
W a h b a  and  B ridw ell (1976) condu cted  an  extens ive review  o f M a s low 's  th eory 
in ves tiga tin g the n eed  cla ss ifica tion  schem e. Th ey cited  a  n u m b er o f fa ctor 
ana lytic s tu d ies  (Alderfer, 1966; B eer, 1966; S chneider, 1968; H u izin ga , 1970; 
Payne, 1970) w h ich  conclu ded  tha t hu m an  m otiva tion  ca n n ot b e cla s s ified  in to 
five indepen den t grou ps. N eed  ca tegories  either clu s tered  togeth er or overla pped  
each  other. H ow ever M as low  did not b elieve th a t the need  ca tegories  w ere 
con cep tu a lly in depen den t as he a rgu ed  th a t “there is usually such an overlapping 
that it is almost impossible to separate quite clearly and sharply any one drive from  
any other” (1954, p. 71). So it is  not su rp ris in g th a t in d ep en d en t needs  w ere not 
fou nd .
Th ey a lso investiga ted  how  one can cla ss ify a  ‘n eed ’, how  th ey can  b e id en tified , 
isola ted  and m easu red . W a h b a  and B ridw ell (1976) su ggested  the needs  s tipu la ted
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b y M a s low  have b een  open  to severa l in terpreta tions , perh a ps  exp la in in g the 
shortage o f su pportin g em pirica l evidence (p. 212 - 240 ). In  h is  descrip tion  o f the 
n eed  h iera rchy, M a s low  d id  elab ora te on the needs  w ith  exa m p les  o f the b ehaviou r 
a ssocia ted  b u t in  em p irica lly tes tin g the th eory these descrip tion s  ca n  b e open  to 
m is in terp reta tion , th ereb y h in derin g a n y com para tive exam in a tion . Th e specific 
item s  th a t appea l to needs  are su rely u n iqu e to ind ividu a ls  thou gh , for exam ple 
som ew here to live m a y b e a  m eans  o f su rviva l [phys iologica l need ) for one and 
sta tu s  sym b ol [es teem  need ] for another. M as low  describ ed  the gen era l types  o f 
needs , b u t perhaps  d id  n ot w a n t to p rescrib e h ow  th ey shou ld  b e m ea su red  as  he 
recogn ised  the in a ppropria teness  o f th is  p rocedu re.
Row an  (1998) p roposed  th a t M as low  om itted  a  b a s ic h u m a n  n eed  from  h is  th eory 
- the need  for com petence, s ince a ll hu m ans  have the m otiva tion  to m a ster certa in  
skills , w h ich  is  p a rticu la rly s tron g a t certa in  s ta ges  in  h u m a n  grow th . A lth ou gh  
th is  cou ld  b e cons idered  a  m otiva tin g force, com petence cou ld  a lso b e in terp reted  
as  the n eed  for es teem  for recogn ition  from  others  and self-esteem . Th e fa ct th a t 
the need  for com petence can  b e re- in terp reted  as p a rt o f the es teem  needs  
qu estion s  the va lid ity o f Row a n ’s su ggestion  for in clu d in g it a s a  d is tin ct sou rce of 
m otiva tion .
M a s low ’s approach  has  b een  cons idered  to b e one o f a  N a tivis t to hu m a n  
m otiva tion . H e has  b een  condem ned  for p rofess in g th a t h u m a n  needs  are 
gen etica lly and  b iologica l p rogra m m ed  in  a  h iera rch y o f p rep oten cy w ith  on ly b as ic 
su pport and nu rtu rance from  the environm ent. V ery few  theoris ts , from  any 
school o f thou ght, w ou ld  d isagree w ith  h is  su ggestion  th a t the low er order n eeds  
a re innate. N ew -b orn  in fan ts  s tra igh t from  the w om b , cry to fu lfil th eir n eeds  o f 
hu nger, in tim a cy and s ign a llin g pa in . W ith  rega rd  to the h igh er order n eeds  
how ever, M as low  has  la rgely received  criticism  from  b eh a viou ris ts  and  socia l 
con stru ctivis ts  w h o view  environm enta l and  socia l in flu en ces  as a ll- im portan t. 
N eh er (1991) u sed  la ngu age as an  exam ple o f the b eh a viou ris t stance. S pecifica lly 
the S a p ir-W h orf (1956) hypothes is  o f la ngu age w a s  cited, w h ich  s ta tes  th a t the 
p a rticu la r la ngu age tha t w e speak determ ines , to som e extent, the w a y w e th in k  
a b ou t the w orld . For exam ple, in  B rita in  there are lim ited  term s  to describ e sn ow  
(s leet, ha il, b lizza rd ), w h erea s  E skim os  have over a  h u n d red  w ords  to describ e the 
sam e concept. B y tea ch in g ch ild ren  langu age it w ill con flict w ith  their in na te 
needs  to conceptu a lise the w orld  in  their ow n u n iqu e fa sh ion . N eher a rgu ed
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“Maslow 's list o f needs ... does not include the need to learn 
language or any o f the other cultural traits that create our 
humanness and bind us socialhf (1991, p94).
It h a s  b een  w id ely a ccepted  s ince the w ork  o f C hom sky and  P ia get h ow ever th a t 
hu m a n s  are b iologica lly p rogra m m ed  to lea rn  langu age, b u t the developm en t o f 
la n gu a ge relies  on environm enta l cond ition s  and socia lisa tion . M a s low  a ccepted  
th a t the en viron m en t p la ys  a  cru cia l p a rt on developm en t and  the rea lisa tion  o f 
needs , he a rgu ed  tha t
*We must certainly grant at once that human motivation rarely  
actualises itself in behaviour except in relation to the situation and to 
other people. Any theory o f motivation must o f course take account o f 
this fact, including not only in the environment but also in the organism 
itself, the role o f cultural determination" (1954, p. 74).
N eh er’s criticism  o f M a s low ’s d is rega rd  for cu ltu ra l d eterm in a tion  therefore seem s 
w eak. H e a ccepts  th a t socia l in teraction , cu ltu re and  the en viron m en t in flu ence 
the rea lisa tion  o f the five needs  th a t exis t in  u s  all.
M ethodologica l criticism s have a lso b een  m ade o f M as low . H e b a sed  h is  th eory on 
clin ica l encou n ters  (1943, p. 371), u s in g h is  experience o f p erson a lity and  
m otiva tion  cases  he had  heard . In  form u la tin g his  theory, he b roa d ly defin ed  five 
types  o f n eeds  to com b ine hu m an  m otiva tion , and  th e rela tion sh ip  b etw een  these 
needs . H is  la ter concen tra tion  on self- a ctu a lisa tion  h ow ever w a s  form u la ted  from  
tests  on college s tu dents  in  ca se- s tu dy fa sh ion  em p loyin g tria ls  su ch  as Rochache 
tests, M u rra y’s Th em a tic-Appercep tion  Test, free a ssocia tion  and  in -dep th  
in terview s  (Ryckm an, 2000, p. 445). Th ere are p rob lem s  w ith  tes tin g the th eory 
th rou gh  rep lica tion  b ecau se M as low  did n ot deta il th e dedu ctive s teps  he took  to 
form  the theory. For th is, the theory has  b een  criticised .
W a h b a  and  B ridw ell (1976) noted  th is  p rob lem  w h en  a ttem ptin g to a ddress  the 
theory. Th ey ob served  a  la ck  o f rigou r in  M as low 's  w ritin gs , an  ab sen ce of 
s tanda rd  defin itions  o f constru cts , and no d iscu ss ion  o f a n y gu ides  for em p irica l 
verifica tion  (p. 212-240). A s  a  hu m a n is t thou gh  M a s low  recogn ised  th a t in d ividu a l 
in terp reta tion  is  d ifferen t and  so logica lly the experien ces  th a t appea l to ea ch  need  
ca n n ot b e p rescrib ed  u n d er tigh t cla ss ifica tions . H e d id  describ e the needs  in  the 
term s  he had  fou nd  in  h is  case stu d ies and from  th is  w id er in terp reta tion s  ca n  b e
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m ade, b u t o f cou rse th is  is  open  to va ria tion . D esp ite th is  m a n y still a ttem pt to 
tes t M a s low ’s th eory and  so in terp reta tion s  o f the n a tu re o f the needs  are now  
w id ely ava ila b le developed  th rou gh  a  va riety o f m ethodologies . Th e m odel 
con tin u es  to b e tau ght, w h ich  em phas ises  its  cu rrency, b u t often  the 
m eth odologica l lim ita tion s  a re w ron gly forgotten 5.
Co nc lusio n
A s  w e w ill go on to con s ider la ter in  the chapter, th ere is  no s in gle id ea l m odel o f 
m otiva tion . M as low 's  theory, like an y other, has received  b oth  su pport and 
oppos ition . S u pporting evidence has  b een  show n  for the m os t p rim itive, b as ic 
n eeds  and  the in flu ence o f the m odel on  fu rther a rea s  in  p sychology. The 
con tra d ictory evidence has  qu estioned  the s tru ctu re and  logic o f the th eory o f 
h u m a n  m otiva tion , en vironm enta l in flu ences  and the p rocess  o f m otiva tion . E ach  
line o f evidence has  b een  critiqu ed  and has  show n  th a t a ltern a tive exp la na tion s  
ca n  a lw ays  b e given.
Th e appea l o f M as low 's  m odel o f m otiva tion  how ever con tin u es  for the cu rren t 
inves tiga tion  o f a ncilla ry sta ff. It offers flexib ility to th e s tu dy o f the n a tu re o f the 
s ta ffs  m otiva tion  and the rela tionsh ip  b etw een  these sou rces  to exa m in e the 
p rocess  o f m otiva tion . It p rovides  a  series  o f cla ss ifica tion s  o f d ifferen t types  o f 
m otiva tion  th a t are su fficien tly deta iled  to in terp ret; it pu rports  th e u n iversa l 
n a tu re o f th is  s tru ctu re and so can  b e tes ted  across  a  la rge sam ple to es ta b lish  
reliab ility; it recogn ises  the in flu ence o f the en viron m en t in  rea lis in g m otiva tion  
th a t can  b e app lied  to m ore than  one organ isa tion  sh a rin g s im ila r constra in ts ; 
and w h ils t the m odel m igh t b e refram eab le or ch a llengea b le in  deta ils , it 
enca psu la tes  the range o f hu m an  m otiva tion  w ith ou t gettin g in to the a ctu a l cau se 
w h ich  is  b eyond  the scope o f the cu rren t investiga tion .
M ost im porta n tly to th is  investiga tion , M as low 's  m odel a lso p rovides  a  
m eth odologica l fra m ew ork  for a ssess ing b oth  the con ten t o f the a n cilla ry w ork er ’s 
m otiva tion  and  the level o f im portance and  sa tis fa ction  th a t th ey a ttach  to each  
level tes tin g o f the process  o f m otivation , w h ich  adds  rigou r and  rob u s tn ess  to the 
ana lys is . In  add ition , the stu dies  tha t have tested  M a s low 's  m odel in  th e app lied
5 M a s lo w  f e a t u re s  in  t h e  c u r r i c u lum  o f  v a r i o u s  c o u rse s  a c ro ss  t h e  w o r ld ,  i n c lud in g  Un i v e rs i t y  o f  
Cal i f o rn ia , U S A  (E duc a t i o n );  H o ug h t o n  Co lle g e , A u s t r a l i a  (H um an  R e so urc e s ) ;  A n n e  A run d e l  
C om m un i t y  Co l le g e , U S A  (Bus in e ss ) ;  E d i n bu r g h  B u s i n e s s  Sc h o o l , H e r i o t  W a t t  Un i v e rs i t y , UK  
(O rg an i sa t i o n a l  B e h av i o u r ) ;  H ask o l i  I s la n d s  Un iv e rsi t y , I c e lan d  (M o t i v at i o n ) (I n t e rn e t  se a rc h ).
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settin g h ave p redom in a n tly focu ssed  on m a n a gers  or p rofess iona ls , so tes tin g th is  
m odel in  th ose low er dow n  the organ isa tiona l s tru ctu re w ill con trib u te to the field  
o f M a s lovian  psychology. In  its  cons idera tion  o f hu m a n  m otiva tion  in  its  en tirety, 
the a pp lica tion  o f th is  m odel to low  level w orkers  w ill a lso p oten tia lly p rovide 
cha llen gin g eviden ce aga in st the p reconceived  id ea s  o f pu re fin a n cia l m otiva tion  
held  for su ch  w orkers . Th erefore there is  w orth  in  con tin u in g w ith  the a pp lica tion  
o f M as low 's  m odel o f h u m an  m otiva tion  to the s tu dy o f a n cilla ry w ork er ’s 
m otiva tion .
C h ap t e r  2 I  M a s lo w 's  t h e o ry
P ag e  37  |
Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot ivat ion in  anci l lary st a f f
T he  W id e r  F ie ld
Psych ology has  m a n y schools  o f th ou gh t and each  has  an  exp la n a tion  for the 
n a tu re o f h u m an  b ehaviou r. S om e cons id er m otiva tion  to b e b iologica lly or 
cogn itively b ased, others  a rgu e th a t it is  b a sed  in  socia l rea lity th rou gh  
in tera ction s  w ith  others . M as low 's  th eory how ever, recogn ised  th e b iologica l b asis  
o f the m ost b a s ic needs  and  the n eed  for socia l rela tion sh ips  and  oth er fea tu res  o f 
the en viron m en t to a llow  exp ress ion  o f the needs , b u t s trivin g u ltim a tely tow ards  
p erson a l grow th .
Length  o f the thes is  and cons idera tion  o f the rea der p reclu des  deta iled  discu ss ion  
o f these a lterna tive a pproaches6. H ow ever it is  va lu a b le to h a ve a  b roa d  
u n ders ta n d in g o f other perspectives  on h u m an  n a tu re and  m otiva tion  and  to 
con s ider h ow  the hu m an istic p sych ology field, w h ich  M as low  is  con s idered  to have 
b egu n  (Anderson , 1998), fits  in. Th ese perspectives  w ill n ow  b e ou tlin ed  and  are 
b a sed  on  the descrip tion s  given  in  Ash w orth  (2000).
❖  Evolut ionary perspec t i ve su ggests  th a t h u m an  n a tu re ha s  developed  
th rou gh  n a tu ra l selection, th a t is  adap ta tion  to the environm ent. Psychologica l 
m ech a n ism s  have evolved , as have the ten den cies  for p a rticu la r m en ta l 
a ctivities  to appea r in  b ehaviou r. Peop le a re m otiva ted  to p h ys ica lly su rvive 
and  so h u m an  na tu re is  fu n da m en ta lly b iologica l. A n y con s idera tion  o f cu ltu re 
is  u ltim a tely a  b iologica l p rodu ct s ign ifica n tly m ou lded  b y evolu tion . Th is  
su ggests  th a t peop le w ith  their com p lex organs  and  in stincts , h ave no 
pu rpose, no a im s or goa ls  to strive tow ards , th ey are ju s t p rodu cts  o f 
environ m en ta l adapta tion . D a y- to-da y m otiva tions , su ch  as  goin g to w ork, 
b ein g p rom oted , goin g to the pu b  w ou ld  a ll focu s  on  the u ltim a te m otive o f 
m a xim is in g fitness . Th is  notion  is  su pported  b y resea rch  on  D N A  and  genetic 
inheritance, b u t it does  n ot recogn ise in d ivid u a ls  th a t a ct in  an  a ltru is tic w a y 
and  con s ider others  b efore their ow n su rviva l. N ot a ll h u m a n s  a re p u rely 
selfish  an im a ls , som e pu t others  b efore th em selves  and  yet th ey su rvive and 
reprodu ce.
❖  Cogni t ive psychology rega rds  hu m an  na tu re as p rim a rily b iologica l focu s s in g 
u pon  the b iologica l b a ses  o f cogn ition  in  b ra in  m echan ism s . Th is  a pp roa ch  
cons iders  the m otives  for perception , m em ory, rea son in g, th in k in g and 
lea rn ing, th a t are a ll resu lts  o f ca u se-a nd -effect b ra in  a ctivity and  can  b e
6 F o r  a  m o re  d e t a i le d  d i sc uss i o n  se e  A sh w o r t h  (2 0 0 0 ) o r  R y c km an  (2 0 0 0 )
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m ea su red  and  stu d ied  in  a  scien tific w ay. Peop le sense an  even t or ob ject, 
w h ich  is  th en  p rocessed  and the in form ation  is  u sed , s tored  in  m em ory or lost. 
H u m an  cogn ition  is  therefore depen den t on the ou ter, p h ys ica l w orld  for 
d evelopm en t and  an y d ifference in  the p rocess in g o f the p h ys ica l w orld  is  a  
resu lt o f m en ta l p rocesses . Kelly (1955) is  one o f th e lea d in g figu res  in  
cogn itive psychology, and he su ggested  th a t peop le do n ot act in  a ccordance 
w ith  the w a y the phys ica l w orld  a ctu a lly is, b u t in s tea d  b y th eir p ersona l 
con stru ction  o f it. Peop le view  the w orld  a ccord in g to ca tegories  o f 
in terp reta tion s  know n  as ‘con s tru cts ’ th a t have developed  over tim e and are 
open  to change. H u m an  b eha viou r therefore is  n ot s im p ly a  respon se to an  
ob jective stim u li, it is  in terpreted  w ith in  the constru cts  th a t a re b u ilt u p  from  
p a s t experience. Th is  approach  ca nnot exp la in  th erefore w h a t happens  w h en  
w e experience a  s tim u li th a t cha llenges  ou r cu rren t constru cts , as  it w ou ld  b e 
im poss ib le to regis ter. Th e b a ses  o f cogn itive p sych ology is  to redu ce h u m an  
a ctivity to m en ta l m odels  and  as su ch  loses  the essen ce o f b ein g hu m an , for 
grow th  and love, es teem  and b elongingness .
❖  Behaviour ism  takes  the view poin t th a t h u m a n  b eh a viou r is  solely the p rodu ct 
o f en viron m en ta l stimu li. Th e lea der in  th is  school o f th ou gh t is  S kin ner (1953) 
w h o a rgu ed  th a t there is  no du a lism  in  h u m an  n a tu re b etw een  th e inner w orld  
o f m en ta l a ctivity and  the ou ter w orld  as cogn itive p sych ology su ggests, b u t 
ra th er b eh a viou r is  the p rodu ct o f con trollin g forces  in  the environm ent. 
H u m ans  are genetica lly endow ed  b u t their b eh a viou r is ca u sed  b y s tim u lu s  
cond ition s  in  the environm ent. W hen  b eh a viou r is  s tim u la ted  it is  then  
rein forced  eith er pos itively or n ega tively su b sequ en tly effectin g the s trength  o f 
the b eh a viou r w h en  stim u la ted  aga in  in  the fu tu re. B eh a viou r is  therefore 
shaped  b y the socia l w orld . Th is  app lies  to a ll b eh a viou rs  e.g. ea ting, d rinking, 
loving, ca ring, th a t con tinu e to occu r if th ey a re pos itively rein forced . Peop le 
m ake no ‘p erson a l’ con trib u tion  to their b eh a viou r it is  s im p ly a  resu lt o f a  
lea rn ed  response to a  s tim u lu s  th a t requ ires  no m en ta l in terp reta tion . B u t th is  
a pp roach  ca n n ot exp la in  for exam ple, h u m a n ’s a b ility to lea rn  la n gu a ge and  
in terna lise gra m m a r s tru ctu res  s ince th is  m u st su rely b e m ore th a n  a  s im ple 
response to an environm enta l stim u li th a t u ses  in n er m en ta l p rocesses . 
S kinner rejected  the notion  o f a ny inner m en ta l life as it w a s  n ot ob serva b le so 
a n y form  o f langu age is  view ed  as a  change in  the verb a l environ m en t. Th e 
b eh a viou ris t exp lana tion  o f hu m an  na tu re is  extrem ely red u ction is t and 
ign ores  in d ivid u a l’s consciou sness , feelings  and  n otion  o f th e self. It ca n n ot 
exp la in  the feelings  o f es teem  or a ch ievem ent one gets  w h en  b eh a viou r is
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p os itively rein forced , or sadness  and fea r w h en  b eh a viou r is  pu n ished . B y 
com p letely focu ss in g on the externa l, ob jective en viron m en t a t the expense of 
the inner and  su b jective w orld  o f the ind ividu a l, b eh a viou rism  is  a  na ive 
exp la na tion  o f h u m an  behaviou r. E very in d ivid u a l is  a w a re th a t th ey have 
th ou gh ts  and  feelings , tha t a lthou gh  m a y have b een  shaped  b y the 
environm ent, th ey are nevertheless  non -phys ica l.
❖  Psychoanalyt i cal  approach  cons iders  m otiva tion  to b e the resu lt o f an  
u n con sciou s  m en ta l con flict. Th is  is b etw een  the p rim e en ergy th a t grou nds  
m en ta l life and  d rives  b iology - s exu a l- a ggress iveness  (lib ido) and  its  
in com pa tib ility w ith  the requ irem ents  o f in d ivid u a ls  in  society. B a sed  on the 
w ork  o f Freu d  (1957) th is  approach  acknow ledges  the in n er s elf th a t w e are 
aw are o f (consciou s ) and u na w a re o f (u nconsciou s ) and  the in flu ence o f society 
(p rim a rily the fam ily) in  develop in g socia lly app roved  b ehaviou r. Freu d  
p roposes  a  th ree-w a y m odel o f the h u m an  m ind  th a t d isp la ys  and  con trols  
these m en ta l con flicts . Th e Id  cons is ts  o f u n con sciou s  sexu a l and  a ggress ive 
u rges  and th u s  is  rooted  in  the b iologica l in s tin cts  o f the in d ividu a l. Th e E go is 
the organ ised  pa rt o f the Id, p rovid in g rea lis tic d irection  for the in d ivid u a l’s 
im pu lses  th a t is  requ ired  if th ey are to b e exp ressed  and  sa tis fied  in  the 
externa l w orld . Th e fina l p a rt is  the S u perego and  it in tern a lises  societa l, ra cia l 
and  cu ltu ra l va lu es , in clu d in g teach in g appropria te and  in a ppropria te 
b eh a viou r in  s itu a tions  in  order for n eeds  to b e sa tis fied . B u t the tes ta b ility o f 
th is  a pp roach  to hu m an  n a tu re in  a  relia b le m a n n er is  u nclea r. Freu d  b a sed  
h is  th eory on the in terp reta tion  o f d ream s  and free a s socia tion  w h ich  are 
h ea vily b ou nd  in  the th era p is ts ’ in terpreta tion , are very in d ividu a lis tic sou rces  
o f in form a tion  and  so cou ld  p rove in a ppropria te to genera lise from . In  su ch  
th erap ies  and an y tests  o f the theory, ind ivid u a ls  w ill b e aw a re o f th a t w h ich  is 
deem ed  socia lly a cceptab le o f b eh a viou r yet is  su pposed ly d riven  b y sexu al-  
a ggress iveness . Th eir  responses  to su ch  a  tab oo is su e w ill u n d ou b ted ly b e 
adapted . A t every poin t in  th era py the a ccou n t o f an  even t or experien ce given  
b y the clien t is  den ied  as th ey on ly have consciou s  a w a reness  o f th is  event, 
and  the u n consciou s  exp la na tion  is  very d ifferen t. It w ou ld  su rely b e d ifficu lt 
to tes t or verify the notion  o f the u n con sciou s  as you  have n ot experien ced  it. 
Freu d  m ade a  va lu a b le con trib u tion  to p sych ology m a in ly from  the criticism s 
and  rejection s  it received  and the a lterna tives  developed .
❖  Social  const ruct ivists su ggest th a t h u m a n  n a tu re is  the p rod u ct o f socia l 
in teraction . Th ey a rgu e th a t the m ean ings  peop le a ttach  to concepts , feelin gs
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and  th ou gh ts  are the resu lt o f their consequ ences  in  the socia l w orld , and  as 
su ch  a re ever changing. M ead  (1934) a rgu ed  th a t the ph ys iologica l b as is  for 
d evelop in g h u m an  m in d  resu lts  from  b iologica l evolu tion , b u t its  actu a l 
developm en t is  grou nded  in  socia l s itu a tions  in  w h ich  th ey are expressed . 
M in d  and s elf are p rodu cts  o f society, so these tend  to va ry a ccord in g to the 
socia l s itu a tions  or cu ltu res  th a t ind ivid u a ls  find  them selves  in  (a lthou gh  his  
w ork  concen tra ted  on An glo-Am erica n  cu ltu res  and  so cou ld  b e cons id ered  
cu ltu re-b ou nd ). Peop le lea rn  to com m u n ica te and  in tera ct b efore th ey develop  
th eir s elf b ecau se th ey need  socia l in teraction  to develop  th eir ow n  thou ghts  
and  feelings . Langu age, m ovem ents  and ges tu res  are sym b ols  o f a ctors ’ 
th ou gh ts  and m ean in gs  th a t are in terpreted  b y others  th ey in tera ct w ith . Th eir 
rea ction s  to these in terp reta tion s  are then  in tern a lised  for fu tu re u se. Self-  
aw a reness  h ow ever m a y n ot b e en tirely socia l, in d ividu a ls  a re ab le to cons ider 
th eir ow n  person a l thou ghts  and actions  w ith ou t the exis ten ce o f others  or 
p reviou s  exp ress ion  in  a  socia l s itu ation . B u t there a re a lso phys iologica l 
rea ction s  to stim u li th a t do n ot requ ire socia l in teraction , su ch  as w ith d ra w in g 
from  s tim u li th a t are too hot, cold  or lou d. Th ey p h ys ica lly ca u se pa in  ra th er 
than  b ein g in terpreted  as ca u s in g pa in  from  previou s  in tera ction s  w ith  others . 
Th is  approach  does  n ot recogn ise th a t in d ivid u a ls  h a ve p erson a l m otiva tion s  
and  d rives  as w ell, th a t have n ot p reviou s ly b een  rein forced  th rou gh  socia l 
in teraction , su ch  as for fam e and fortu ne. A lth ou gh  it is  a ckn ow ledged  th a t w e 
are socia lised , it does  not p rovide an exp la na tion  o f th e p sych ologica l b a s is  or 
s tru ctu re on w h ich  it is  fou nded . Th e approach  su ggests  th a t th ere is  an 
in tern a l su b jective w orld  (u n like b ehaviou rism ) th a t is  shaped  and  rein forced  
b y the externa l, ob jective w orld  b u t th a t is  m a de u p  o f oth ers ’ su b jective 
reactions . It ca n n ot exp la in  how ever b eh a viou r or m otiva tion s  th a t a re socia lly 
u na ccepta b le and  w ou ld  n ot b e rein forced , su ch  as th ose w h o con tin u a lly 
b rea k  the la w  desp ite pu n ishm ent.
❖  Humanist i c  psychology developed  as a  response to the d en igra tion  o f h u m an  
n a tu re su ggested  b y b ehaviou rism  and p sychoana lys is , n eith er o f w h ich  cou ld  
fu lly exp la in  the va lu es , in ten tions  and consciou s  exis tence th a t h u m a n s  have. 
Th is  approach  a rgu es  th a t hu m an  exis tence cons is ts  o f th ree la yers  th a t are 
the phys ica l (b ody), the organ ic (consciou sness ) and  the sym b olic 
(in terpreta tive capa b ilities ). W ith in  these layers, in d ividu a ls  h a ve an  in na te 
selfhood  con ta in in g certa in  a ttitu des  tow a rds  th em selves  and  a ll b eh a viou r is 
connected  to these inner feelings  and  self- im age. A lth ou gh  inna te, the va lu es , 
in ten tion s  and a ttitu des  o f the s elf are in flu en ced  b y the forces  o f s ociety and
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in tera ction s  w ith  others . U ltim a tely h ow ever hu m a n s  have free w ill and  so are 
self- determ in ing. M otiva tion  is  tow a rds  d evelop in g inner grow th , to a ch ieve 
goa ls , in ten tion s  and  a ims, and  society/  extern a l en viron m en t ca n  help  or 
h in der th is  process . H u m an is tic p sych ology p roposes  th a t h u m a n s  are 
orga n ised  w h oles  th a t share a  set o f u n iversa l ca tegories  o f cha racteris tics , 
in flu en ced  b y pa s t and  p resen t experiences  h ow ever the focu s  is  on  the h olis tic 
d evelopm en t o f the ind ividu a l. Th is  approach  has  b een  criticised  thou gh  for 
th e va gu en ess  o f the concepts  tha t it em ploys  for exa m p le it w ou ld  b e d ifficu lt 
to m ea su re in d ivid u a l’s V a lu es ’ w h en  th ey cou ld  m ea n  d ifferen t th in gs  for 
d ifferen t peop le. Th is  su b jectivity m a kes  the concepts  d ifficu lt to ob jectify and 
so rob u s tly test. In  the sam e vein  the approach  has  b een  criticised  for b ein g 
too in d ividu a lis tic. In  u s in g in d ividu a ls ’ experien ces  as a  s ta rtin g p oin t for 
u n d ers ta n d in g th eir na tu re or m otiva tions , it m a kes  gen era lisa tion  
p rob lem atic. B ecau se o f p rob lem s  o f ob jectivity, th is  app roa ch  h a s  a lso b een  
a rgu ed  to b e m ore o f a  ph ilosoph y than  a  science o f h u m a n  na tu re, b u t it is 
one w ith  w h ich  th e au th or ca n  em path ise. O ne o f th e grea tes t s trength s  o f 
h u m a n is tic p sych ology how ever is  its  em pha s is  on in d ivid u a l’s choice and  its  
va lu e o f person a l idea ls  and  self- fu lfilm ent, w h ich  everyone can  recogn ise as 
ha ving. It a lso p rovides  a  flexib le fra m ew ork  w ith in  w h ich  h u m a n  b eh a viou r 
can  b e cons idered  b ecau se it can  b e adapted  to the con text o f the in d ivid u a l’s 
en viron m en t in  con ju nction  w ith  their  p erson a l feelings , p ercep tion s  and  goa ls .
M ore recen t w ork  on m otiva tion  th eory tends  to con cen tra te on  verifyin g or 
es ta b lish in g the m a in  th eories  in  each  o f the a forem en tion ed  schools  o f thou ght, 
ra th er th an  develop in g n ew  exp lana tion s  for h u m an  b ehaviou r. A  recen t litera tu re 
sea rch  on the a rea  fou nd  w orks7 to con s ider the th eories  o f D a rw in  (1895), Ta ylor 
(1912), M ead  (1934), S kinner (1953), Kelly (1955), Freu d  (1957), M cG regor (1960),
7 W i lk in so n , H .E ., O rt h , C .D . a n d  Be n far i ,  R .C . M o t i v at i o n  T h e o r i e s : A n  I n t e g ra t e d  O p e ra t i o n a l  
M o de l , S AM  Advan c ed  Managem en t  Journal , Au t um n ,  1984 .
Be r l ,  R .L ., W i l l i am so n , N .C . a n d  P ow e ll , T . I n d us t r i a l  S a le s f o rc e  M o t i v at io n : A  c r i t i q ue  a n d  t e st  
o f  M a s lo w 's  h i e ra rc h y  o f  n e e d , Journal  o f  Per sona l  Sel l ing &  Sa les Managem en t , M a y  1984 , pp . 
3 3 -3 9 .
L an d y , F .J . a n d  Be c k e r , W .S .  M o t iv at io n  T h e o ry  R e c o n s id e re d , Resea r ch  in  Organisat ional  
Behaviour , V o l. 9 ., 1987 , pp . 1 -38 .
T ie t je n , M .A . a n d  M y e rs, R .M . M o t iv at io n  a n d  j o b  sat i s f ac t i o n , Managem en t  Dec isi on , V o l . 36 , 
No . 4 , 1998 , p p . 2 2 6 -2 3 1 .
P e rry , J .L . B r i n g i n g  So c ie t y  in: T o w a rd  a  T h e o ry  o f  P ub l i c -S e rv i c e  M o t i v at i o n , Journa l  o f  Publ i c  
Adm inist rat ion Resea r ch  and Theory, V o l . 10, No . 2 , 2 0 0 0 , p p . 4 7 1 -4 8 8 .
A d a i r , J . (1 9 9 6 ) Effec t i ve mot ivat ion, P an  Bo o k s , L o n d o n .
A shw o r t h , P . (2 0 0 0 ) Psycho l ogy and ‘Hum an  Na tu r e’, P sy c h o lo g y  P r e ss  L t d , UK .
S t um , D .L . M a s lo w  re v isi t e d : bu i ld i n g  t he  em p lo y e e  c om m i tm e n t  p y ram id . St rategy &  
Leadersh ip , V o l . 2 9 , No . 4 , 2 0 0 1 , pp . 4 -9 .
St e in , M .K . R e t i re e s: C l im b in g  M a s lo w ’s  L ad d e r , Journal  o f  Financial  Planning, N o v e m be r  2 0 0 1 , 
pp . 3 0 -3 2 .
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M cC lelland  (1961), V room  (1964), H erzb erg (1966), M orse and  Lorsch  (1970), 
G offm an  (1971), A ld erfer (1972) B a n du ra  (1977) and  th ey con tin u e to cite M as low  
(1943, 1954, 1970). O thers  con tinu e to focu s  their a tten tion  on  the m ost 
es ta b lished  theories  in  the field , desp ite b ein g 25 -  107 yea rs  old, as th ey still 
p rovide va lu ab le exp lana tion s  for hu m an  b ehaviou r. Perhaps  one exp la na tion  for 
th is  focu s  is  th a t given  b y La n dy and B ecker (1987) w h o a rgu e th a t
“we have more than enough theories o f motivation and more than 
enough data on motivational phenomena. What is needed is a new  
synthesis o f both theory and data. We need to be more clever with 
what we already have.” (p. 3).
A ccord in gly resea rch  in to m otiva tion  con tinu es  to b u ild  u pon  th e w ork  o f those 
theories  th a t have b een  b roa d ly a ccepted  in to the field  o f p sychology. Resea rchers  
feel th a t th ey can  con trib u te to theories  o f m otiva tion  b y es ta b lish in g su pport or 
otherw ise o f th ose a lrea dy in  exis tence. M a s low ’s theory, as a  fou n d in g ra tiona le 
in  the h u m a n is tic p sych ology field, is one o f those th a t con tin u es  to b e 
cons idered , pa rticu la rly in  the w ork  settin g (e.g. B erl et al, 1984 w ith  sa lespeop le; 
S h ou ra  and  S ingh, 1999 w ith  en gin eerin g m anagers ; S tu m , 2001 w ith  leadersh ip  
style; and  S tein , 2001, w ith  retirees ) and rea ssu res  th e cu rren cy o f the 
exp lana tion  in  the field  o f w ork  m otiva tion . N o evid ence exis ts  th ou gh  for the 
th eoretica l cons idera tion  o f the m otiva tion  o f the chosen  and com m iss ion ed  
sa m ple - N H S  a n cilla ry w orkers , w h ich  th is  resea rch  ca n  con trib u te.
Th e au th or has  grea ter sym pathy for the p rin cip les  o f h u m a n is tic p sych ology over 
other exp la na tion s  o f m otiva tion  in  the field  o f psychology, and  th e p ra ctica lity o f 
its  app lica tion  in  the com m iss ioned  b u s in ess  a ren a  over oth ers  is a lso va lu ab le. 
B eha viou ris ts  b a se their approach  on the n otion  th a t peop le a re pa ss ive in  their  
en viron m en t and  u se s trictly ‘scien tific’ p rin cip les  to m ea su re s tim u lu s - respon se 
lea rn ing, w h ich  is cons idered  too s im p lis tic an  exp la n a tion  for in d ividu a ls  w h o 
have feelings , thou ghts , langu age, and its  scien tific n a tu re cou ld  n ot b e rob u s tly 
opera tiona lised  in  the w ork  setting. C ogn itive p sych ologis ts  on ly con s ider m en ta l 
p rocesses  su ch  as perception , m em ory, lea rn in g and  im agin in g, and is 
fu n da m en ta lly ha rd - line, experim en ta l in  its  app roach  to resea rch , w h ich  aga in  is 
n ot th e s ta nce sym path ised  b y the au thor w ho rega rds  h u m a n  n a tu re a s  m u ch  
m ore than  a  series  o f m enta l p rocesses  from  extern a l stim u li. Psych oa n a lys is  
w ou ld  b e som ew hat d ifficu lt to opera tiona lise in  the cu rren t in ves tiga tion  o f 
a ncilla ry s ta ff in  the w orkp lace. A lthou gh  cons id ered  som ew h a t fa r- fetch ed  b y the
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au thor th a t a ll b eh a viou r is grou nd  in  sexu a l- a ggress ive drives , it w ou ld  still b e 
p rob lem a tic to u n ders ta n d  m otiva tion s  for tra in ing, co-w orker rela tions , 
p rom otion a l p rospects  and the like in  term s  o f s ta ffs  lib ido on  an  u n consciou s  
and  consciou s  level. S ocia l constru ctivism  gives  no cons id era tion  to the 
psych ologica l b a s is  or stru ctu re o f hu m an  natu re, and in s tea d  em phas is es  the 
im porta nce o f socia l s itu ations, cu ltu re and  con text b ases . S u rely th ere is  m ore to 
h u m a n  na tu re than  s im p ly b ein g shaped  b y the socia l s itu a tion , p eop le m u st be 
d riven  b y som eth in g other than  socia l a pprova l and  rein forcem ent, and  have 
thou gh ts  and  feelin gs  th a t a re n ot socia lly b ased.
W ith in  h u m a n is tic p sychology, m otiva tion  is  a  d rive for p erson a l grow th , ta k in g an 
op tim is tic view  o f hu m an  na tu re for im provem en t and  b etterm ent. Th is  approach  
im m ed ia tely rin gs  tru e as the channels  for grow th  are w id esp rea d  in  ou r society 
th rou gh  edu ca tion , w ork, fa m ily and the com m u n ity. A ll o f these in s titu tion s  have 
the p rim e a im  to develop  the in d ividu a l w h ich  m a y b e u n derta ken  th rou gh  a  
series  o f socia l in teractions , requ irin g responses  to s tim u li and  u s in g m en ta l 
p rocesses , b u t the fu ndam enta l sou rce o f m otiva tion  com es  from  the in d ivid u a l for 
b etterm ent. S ou rces  and levels  o f person a l grow th  ca n  a lso b e opera tion a lised  and 
m ea su red  b y s im p ly ga thering the op in ions  o f in d ividu a ls  ra th er th an  goin g in to 
grea t scien tific experim en t o f s tim u lu s - response im press ion s  or a na lys is  o f b ra in  
chem ica ls  in  m en ta l reactions  and  w ou ld  n ot m eet the needs  o f th e m a n a gers  
com m iss ion in g the research .
M a s low  w a s  one o f the firs t to develop  th is  approach . H e rejected  the 
overs im p lified  view  o f b eha viou r as a  s tim u lu s - response and con s idered  
m otiva tion  as a  m ore holis tic and  dynam ic form  o f p erson a lity fu nction in g. H is 
th eory is  ju s t one in  the w id er field  o f h u m a n is tic p sych ology and  a lthou gh  
a lterna tives  have b een  cons idered  (Append ix 2) th ey d id  n ot add  a n yth in g 
s ign ifica n t to th is  investiga tion . Th ere a re com m on a lities  b etw een  M as low 's  m odel 
and  other h u m a n is tic exp lana tion s  b u t the la tter tend  to focu s  on  the u ltim a te 
goa l or fa il to give fu ll deta il o f how  th is  is  ach ieved . M as low 's  m od el offers  a  m u ch  
m ore com prehens ive exp lana tion  for hu m a n  m otiva tion , w ith  tes ta b le constru cts  
to a scerta in  the degree o f m otiva tion  experienced  b y ind ividu a ls . A s  a  m acro 
th eory o f h u m an  m otivation , h is  exp lana tion  can  b e a pp lied  to a ll p eop le as w ell as 
offerin g a  flexib le fra m ew ork for in ves tiga tin g the n a tu re o f the a n cilla ry s ta ffs  
m otiva tion  in  its  en tirety. H is theory has  add ition a lly en joyed  app lica tion  in  the 
w ork  settin g b y M as low  h im self (1965) and others , w h ich  in crea ses  its  
a pp ropria teness  for app lica tion  in  the cu rren t in ves tiga tion  and  d em on stra tes  its
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flexib ility and  adaptab ility. Th e thes is  w ill n ow  tu rn  to exa m in in g previou s  
a pp lica tion s  o f the th eory in  the w ork  settin g and con s ider its  tra n s feren ce to the 
cu rren t investiga tion .
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M aslo w 's t h e o ry  o f  hum an  m o t iv at io n  in  t he  
o rg an isat i o n al se t t in g
D esp ite a cadem ic critiqu es  a lrea dy d iscu ssed , M a s low  con tin u es  to b e app lied  in 
the field  and  in  pa rticu la r to the orga n isa tiona l settin g. In  1962, M a s low  spen t the 
su m m er in  a  S ou th ern  C a liforn ia n  com pa n y and  ob served  the w ork  environm ent 
and  orga n isa tion a l practices . Follow ing this , Eupsychian Management  (1965) w as  
pu b lish ed  in  w h ich  he app lied  h is  theory o f h u m an  m otiva tion  to the w orkp la ce 
setting, con s iderin g leadersh ip , m a n a gem en t and orga n isa tion a l developm en t and 
practice. Th e a da pta b ility o f h is  th eory o f m otiva tion  w a s  dem on stra ted  th rou gh  
its  a pp lica tion  to the organ isa tiona l settin g and  so m a kes  it p a rticu la rly app licab le 
to th is  s tu dy o f w ork  m otiva tion  in  a n cilla ry sta ff.
Fu rth er s tu d ies  have a ttem pted  to tes t the th eory in  th e w orkp la ce settin g (Porter, 
1961; H a ll and  N ou ga im , 1968; A lderfer, 1969; La w ler and  S u ttle, 1972; B erl et al, 
1984; Locke and Latham , 1990; S tretton , 1994; S h ou ra  and S ingh , 1999) b u t a ll 
have cons idered  the m otiva tion  o f w orkers  w h o a re h igh  u p  the m a n a gem en t 
s tru ctu re w ith in  their organ isa tion . V ery few  have cons id ered  low er w a ged  w orkers  
(Payne, 1970) and  none have cons idered  the m otiva tion a l s tru ctu re in  a n cilla ry 
sta ff. Th is  resea rch  addresses  th a t gap.
To a pp ly M as low 's  th eory o f hu m an  m otiva tion  to w ork  m otiva tion  is  to con s ider 
the ind ividu a l's  n eeds  w ith in  the h iera rch y in  the w orkp lace. Respon s ib ility fa lls  to 
m a nagers  to crea te the appropria te en viron m en t in  w h ich  the w orker ca n  fu lfil 
th eir n eeds  w h ile pu rsu in g the goa ls  o f the organ isa tion . Th e a lign m en t o f 
person a l n eeds  w ith  the organ isa tions ' goa ls  is im pera tive. W h en  a lign m en t ha s  
b een  ach ieved  then  the b u s iness  can  b en efit from  the n a tu ra l ten d en cy of 
— em ployees  to a ct to fu lfil th eir ow n  needs, w h ich  w ill a lso b e in  the b es t in teres ts  
o f the organ isa tion . Th is  is  one view  o f m a n a gem en t’s role th a t the au thor 
sym path ises  w ith , b u t M as low 's  m odel is  p rim a rily an  ind ividu a lis tic th eory o f 
m otiva tion  and, w h ile n ot ign orin g job - rela ted  and  w ork  en viron m en t va ria b les  
entirely, s trong em phas is  is  p la ced  on the ch a ra cteris tics  o f the ind ividu a l. 
A lth ou gh  job  and  w ork  environm ents  a re n ot cen tra l to th is  theory, its  a da p ta b ility 
a llow s  su ch  fa ctors  to b e considered . In  M as low 's  la ter w ork  on  m a n a gem en t 
(1965) he cons idered  the ou tcom e o f b u s inesses  and  la rge orga n isa tion s  crea tin g 
cond ition s  th a t w ou ld  facilita te the h iera rch y o f n eeds  to en cou ra ge self-
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actu a lisa tion . H e cons idered  em p loym ent to crea te the poten tia l for peop le to 
b ecom e self- a ctu a lis ing: an  even  grea ter opportu n ity than  the edu ca tion  system  
itself. M as low  a rgu ed  th a t h igh ly evolved  peop le a s s im ila te their  w ork  in to the 
id en tity o f the self: th a t is  w ork  a ctu a lly b ecom es  p a rt o f the self, p a rt o f an 
in d ivid u a l's  d efin ition  o f them self.
S tephens  (2000) su m m arises  M as low 's  key m essa ges  con cern in g m otiva tion  in  the 
w orkp la ce as:
• Human beings are capable o f extraordinary accomplishment
• Creativity and innovation are a natural element o f our make-up.
• Long-term relationships w ith customers are the w isest strategy fo r long-term 
growth.
• Teamwork, although imperative to business outcomes, is an overlooked source o f 
community and esteem for people.
• Enlightened management not only improves products and earnings pe r share; it 
improves people and this improves the world (p. viii).
A lth ou gh  M a s low  did not specify w h a t appea led  to each  type o f n eed  in  the 
w orkp la ce, som e p ra ctica l a pp lica tion  ca n  b e m ade from  h is  idea s, su ch  as 
a llow in g peop le the scope for developm ent, for crea tivity and  for innova tion . A lso 
to em p loy team  b ased  w a ys  o f w ork in g to in crea se es teem  and perh a ps  the sense 
o f love and  b elongingness  w ith in  the organ isa tion .
M a s low  (1965) advoca ted  the u se o f the w orkp la ce for m ea su rin g m otiva tion . H e 
a rgu ed  th a t
  “the work situation is an ideal arena fo r measuring motivation. It's
almost the only way in w hich you could test on a large scale your 
attributions to human naturd’ (cited  b y S tephens , 2000, p. 112).
H e d id  n ot see it as an a rtificia l settin g for con s iderin g m otiva tion , s in ce it can 
have life and dea th  consequ ences . A lthou gh  his th eory is  one o f in d ividu a lis tic 
psychology, M as low  still advoca ted  its u se in  the w orkp la ce settin g on  b oth  an 
in d ividu a lis tic or grou p  b asis . Th e w orkp la ce p rovides  a  con trolled  en viron m en t 
w h ere em p loyees  a t a  s im ila r level w ith in  the orga n isa tion  a re su b ject to the sam e
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term s  and  conditions , cu ltu re and  scope for experiences . Th is  th en  perm its  a  
su itab le com parison  for m otiva tion  b etw een  em ployees .
W oold ridge (1995) cons iders  the a ttractiveness  o f M as low 's  th eory to th e dom a in  of 
w ork  m otiva tion , to lie w ith  its  p rovis ion  o f
“a practical and understandable picture...the concept o f having to 
satisfy them (needs) in ascending order is appropriate to a stable world 
order where organisations provide employees w ith basic level o f 
satisfaction in security and in conditions as a platform fo r progressing 
towards higher levels o f fulfilment’ (p. 17).
H e su ggests  th a t the s im ila rities  b etw een  the h iera rch ica l s tru ctu re o f the 
w orkp la ce and  o f hu m an  m otiva tion  p rom ote a  syn ergy b etw een  th e two, and the 
w ork  s itu a tion  p rovides  a  stab le en viron m en t for a  relia b le m ea su rem en t o f 
m otiva tion  to b e made.
O rga n isa tion a l th eoris ts  w ho have adopted  M as low 's  p roposa l su gges t th a t
“motivation at work can be encouraged and maintained if managers 
assist subordinates to satisfy their hierarchy o f needs, so that one by 
one the low er needs are met, and the subordinates can concentrate on 
self-actualisation. This w ill present to the organisation a self-motivated 
w orker whose inner drive w ill sustain continuous motivation throughout 
his or her working life” (B erm an  B row n , 1994, p. 44).
Th e en viron m en t h a s  to b e crea ted  b y the m a n a ger to a llow  in d ividu a ls  to rea lise 
th eir m otiva tion  and p rovide scope to ach ieve th eir needs , esp ecia lly if self-  
a ctu a lisa tion  is  to b e met. Th e m os t b a s ic o f th e p h ys iologica l and  s a fety n eeds  are 
m et th rou gh  w ork, a lthou gh  m ore soph is tica ted  item s  a ppea lin g to th ese needs  
w ill s till b e tes ted  in  the w ork  settin g su ch  as lon g term  job  secu rity and  fu tu re 
provis ion . If the needs  o f the ind ividu a l and  the orga n isa tion  a re sha red  then  the 
in d ividu a l w ill h a ve a  n a tu ra l ten den cy to b e m otiva ted  to ach ieve the needs  and  
appea r a  s elf-m otiva ted  w orker.
E ven  one o f the m ost w id ely accepted  theoris ts  in  the b u s in ess  w orld  w a s  gra tefu l 
to M as low  for the con trib u tion  he m ade to the m a n a gem en t field . F igu re 2.1 over 
page d isp lays  a  letter w ritten  in  1966 from  the 'b u s in ess  gu ru ' Peter D ru cker to
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M aslow , in  w h ich  he expressed  h is  a pprecia tion  to M a s low  for h ow  m u ch  he had 
lea rn ed  from  h is  w ork. In  D ru cker’s w ords :
"how much I  owe you, how much I  have been learning from  you, how  
much I  admire the turn o f your mind and the texture o f your personality, 
tough and yet fine-grained, and altogether how much your writings 
have meant to me."
To be pra ised , com m ended  and adm ired  b y one o f the m os t celeb ra ted  
m a n a gem en t th in kers  o f the 20th cen tu ry8 p ledges  a ccep ta nce o f M a s low  in to the 
w orld  o f m a n a gem en t th inking. Th e a dm iring and  b eh olden  view  th a t D ru cker has 
exp ressed  in  h is  letter serves  as tes tim on y to M a s low 's  in flu ence in  the w orld  o f 
b u s in ess  com m enta ry.
8 I n  a  re c e n t  p o l l  t o  c om p i le  t he  f i rst  g lo ba l  r a n k i n g  o f  bu s i n e s s  g u ru s ,  D ru c k e r  w a s  ra t e d  
n um be r  1 in  se v e n  o f  t he  t e n  c a t e g o r i e s :- f o r  o r i g in a l i t y  o f  i d e as , lo y a lt y  o f  f o l lo w e rs ,  
i n t e rn a t i o n a l  o ut lo o k , r i g o u r  o f  r e se a rc h , im p ac t  o f  i d e as  a n d  t h e  e lus i v e  g u ru  f ac t o r  (C ra i n e r  
a n d  De ar lo v e , 2 0 0 1 ).
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W o rk  M o t iv at io n : T he  W id e r  F ie ld
A s  w ith  the field  o f person a lity psychology, M a s low 's  th eory o f m otiva tion  in  its 
a pp lica tion  to the w orkp la ce setting, is  ju s t one in  a  w id er field . Th ere is  a  
m a gn itu de o f w ork  on organ isa tiona l b eh a viou r and  th eory th a t con s ider the 
n a tu re o f organ isa tions , their stru ctu re, fu nction s  and  system s, cu ltu re, p rocesses  
and  perform ance. Th e b eh a viou r o f those w ith in  the orga n isa tion  a lso con trib u tes  
to th is  field , p a rticu la rly w ith  rega rd  to grou p  in teraction , lea dersh ip , d ivis ions  o f 
la b ou r, con flict a nd  pa ttern s  o f w ork. An a lyses  o f orga n isa tion s  can  b e a t three 
levels :
1. the w id er organ isa tiona l level th a t cons iders  the orga n isa tion a l s tru ctu re, 
system s, cu ltu re, change and overa ll perform ance, and  in clu des  the styles o f 
m a n a gem en t or leadersh ip  adopted , as w ell as w ork  des ign;
2. the grou p  /depa rtm enta l level, th a t looks  a t grou p  form a tion  and  in teraction , 
b eh a viou r and  team  w orking;
3. and  the in d ividu a l level, th a t focu ses  u pon  cogn itive skills , socia l perception , 
lea rn in g, a ttitu des , stress , person a lity and  th is  is  a lso w h ere m otiva tion  lies.
A pp roa ch es  to organ isa tiona l b eh a viou r and th eory va ry as th ey focu s  u p on  each  
level o f ana lys is . Th ere is  va lu e in  u n ders ta n d in g the m a in  a pproa ches  w ith in  
each  o f these levels  as th is  w ill help  u n ders ta n d  the b roa der con text in  w h ich  
w ork  m otiva tion  occu rs  and its  poten tia l in flu ences . H ow ever len gth  o f the thes is  
and  cons idera tion  for the reader does  p reclu de a  len gth y d iscu ss ion . Th ere is 
grea ter va lu e in  cons id ering other approaches  to a n a lys in g the in d ividu a l in  the 
organ isa tion , pa rticu la rly m otivation , as it is  a t th is  level th a t com pa rison s  can  b e 
m a de w ith  the ra tiona le selected  for exam ina tion  in  th is  thes is .
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Organisat ional  level
An a lyses  a t th is  level con s ider the stru ctu re and system s  em p loyed  w ith in  the 
organ isa tion , th a t in flu ence and are in flu enced  b y th e cu ltu re, m a n a gem en t styles 
a nd  w ork  des ign s  th a t a re adopted . O rgan isa tion s  a lso opera te in  an  even  w id er 
en viron m en t th a t in clu des  issu es , events  and trends  th a t h a ppen  in  society and  
the w id er b u s iness  w orld . Th ese issu es  can  b e politica l, econom ic, socia l, 
technologica l, lega l and ecologica l. H u czynski and  B u cha na n  (2001) su ggest th a t 
w ith  the in crea s in gly tu rb u len t externa l environm ent, a  n ew  organ isa tiona l 
p a ra d igm  has em erged  -  a  post-m odern  organ isa tion . Th ey define th is  as:
"a networked, information-rich, delayered, downsized, lean, 
boundaryless, high commitment, organisation employing highly skilled, 
w ell-paid autonomous knowledge w orkers." (p. 55).
Th is  m a y b e tru e for (some) priva te sector organ isa tion s , b u t in  the pu b lic sector 
en viron m en t th a t em ploys  the a ncilla ry s ta ff b ein g s tu d ied , orga n isa tion s  s till tend  
to b e h igh ly b u rea u cra tic en terprises  th a t are com m itted  to the p rovis ion  o f pu b lic 
goods  and services . Th ey s tra tegica lly opera te on a  n a tion a l level, im p lem en tin g 
pu b lic p olicy developed  in  the U K politica l arena, and  so to som e exten t th ey cou ld  
b e cons id ered  b ou nda ryless  in  th a t they are w ork in g tow a rds  the sam e ob jectives . 
H ow ever th e governm enta l depa rtm ents  th a t h ave b een  esta b lished , w ith  a  va riety 
o f lega l s ta tu ses  to en su re th a t p olicy is  im p lem en ted  in crea ses  b u rea u cra tisa tion  
and  es tab lishes  b ou nda ries  and layers  w ith in  the organ isa tion . A lth ou gh  the 
pu b lic sector em ploys  h igh ly skilled  kn ow ledge w orkers  w h o h a ve h igh  
com m itm en t to the pu b lic service, m ost w ou ld  a rgu e th a t th ey are n ot w ell- p a id  
and  the b u rea u cra cy then  im pacts  on the level o f a u ton om y th ey experience. Th is  
a lso ha s  im p lica tion  for the cu ltu ra l factors  o f the organ isa tion s , p a rticu la rly in  
- te rm s  o f m a n a gem en t w h ich  has  to b e closely lin ked  to govern m en ta l and  societa l 
issu es , and  so requ irin g pa rticipa tion  and flexib ility in  resp on d in g to politica l 
con texts9.
A t the w id es t levels , a na lysts  cons ider the s tru ctu re o f orga n isa tion s  and  the goa ls  
and  ob jectives  th a t th ey are driven  tow ards . S tru ctu re can  b e determ in ed  by:
❖  the degree o f specia lis a tion  th a t is  requ ired  to m eet these goa ls ;
❖  th e n eed  for m a n a gem en t and  su pervisory s ta ff th a t w ou ld  im pose a  
h iera rch ica l stru ctu re;
9 F u r t h e r  c o n s id e ra t i o n  i s g iv e n  to t he  o r g an i sa t i o n a l  c u l t u re  o f  t h e  p u b l i c  se c t o r  an d  
p ar t i c u la r ly  t h e  N H S  in  C h ap t e r  12.
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❖  the n a tu re o f grou p ings  o f depa rtm ents  and job s  w h eth er th is  is a ccord in g to 
fu nction , service, or geogra ph ica l a reas  b ein g served;
❖  th e need  for in tegra tion  and m ech a n ism s  chosen  to a ch ieve this ;
❖  and  the level o f control p referred  (H u czynski and B uchanan,' 2001, p. 448).
M a s low  d id  recogn ise the h iera rch ica l s tru ctu re o f orga n isa tion s  and  iden tified  the 
s im ila rity w ith  the stru ctu re o f h u m an  m otiva tion . H e recom m en ded  th a t if w ork  
m otiva tion  w a s  to fu lly b enefit the organ isa tion  and  the ind ividu a l, th ere m u st b e 
an a lign m en t o f the h iera rch ies  for m u tu a l good  (1965). M a ny th eoris ts  have pu t 
forw a rd  their perspective on the s tru ctu re and form  o f orga n isa tion s  (e.g. W eber, 
1947; M intzb erg, 1983; M organ , 1989; Jacqu es , 1990; Pettigrew  and  Fenton ,
2000) th a t cou ld  b e app lied  to the pu b lic sector orga n isa tion s  in clu ded  in  the 
stu dy. H ow ever to cons ider these in  any fu rth er deta il w ou ld  b e b eyon d  th e scope 
o f the cu rren t investiga tion , in s tead  there is  m ore va lu e in  b rin gin g the level of 
orga n isa tion a l ana lys is  fu rth er dow n  to those tha t d irectly im p a ct on em ployees . 
A s  su ch, cons idera tion  w ill n ow  be given  to m a n a gem en t s tyles and  w ork  des ign  at 
the orga n isa tiona l level.
M anage m e nt  St y le
O nce aga in  th ere are an a b u ndance o f approaches  to u n d ers ta n d in g m a n a gem en t 
style (e.g. Taylor, 1911; Fayol, 1916) b u t one o f the m ost con tem p ora ry and  
a ppropria te for th is  investiga tion  is  M cG regor’s Th eory X  and  Y  (1960). Its  
a pp ropria ten ess  is  its  deriva tion , s ince it is  b a sed  on  M as low 's  th eory o f hu m an  
m otiva tion  and so d irectly rela tes  m a n a gem en t to m otiva tion . A lth ou gh  it w a s  
w ritten  over 30 yea rs  ago, the theory con tinu es  to h a ve con tem pora ry app lica tion , 
p a rticu la rly Th eory Y  and its  d evelopm ent in to a  Th eory Z.
M cG regor su ggested  tha t trad itiona l m a n a gem en t opera te th eir orga n isa tion s  
a ccord in g to Th eory X  -  th a t peop le hate w ork, h a ve to b e driven  and  th rea ten ed  
w ith  pu n ish m en t to get them  to w ork  tow a rds  orga n isa tion a l ob jectives . Th ey like 
secu rity, la ck  am b ition , p refer to b e d irected  and avoid  resp on s ib ility (M cG regor, 
1987). Th is  set o f idea s  for m a na gem ent can  b e in terp reted  in  term s  o f M as low 's  
h iera rch y a ppea lin g to w orkers ’ low er tw o levels  o f th e h iera rch y -  the 
ph ys iologica l and the sa fety needs. M odern  W estern  society has p rogres sed  
som ew ha t b eyond  the tim e w hen  these low er n eeds  w ere determ in a n ts  o f w ork  
b ehaviou r, and w here m a n a gem en t cou ld  p rey on  these needs, for exa m p le u s in g 
the ‘ca rrot and s tick ’ m ethod . S a tis faction  o f the low er needs  and  su b sequ en t
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d om in a nce o f h igh er order ones, su ch  as love and  b elon gin gn ess  and  es teem  
needs , h a s  m ade it m ore d ifficu lt for m a n a gem en t to u tilis e the techn iqu es  on 
w h ich  Th eory X  relies  as m otiva tors , su ch  as rew a rds  and  th reats.
Th eory Y, in  contrast, postu la tes  th a t peop le d on ’t in h eren tly d is like w ork; th ey 
d on ’t h a ve to b e forced  or th rea tened  b y m a nagem ent, th ey can  b e self- d irected  
and  seek  a nd  a ccep t respons ib ility. C rea tivity and  in gen u ity a re w id ely d is trib u ted  
a m on g the popu la tion  and the respon s ib ility to rea lise th is  in  the w orkforce fa lls  to 
the m a n a ger th rou gh  organ isa tiona l cond itions  and  m ethods  o f opera tion . These 
form s  o f m otiva tion  shou ld  then  b e d irected  tow ards  the goa ls  o f the organ isa tion  
(M cG regor, 1987). N icholson  (1995) postu la tes  th a t b y em p loyin g Th eory Y  in  
m od em  organ isa tions ,
“workers have the potential fo r development, the capacity fo r assuming 
responsibility and the readiness to work fo r organisational goals”
(p. 566).
Th eory Y  show s  the d irect app lica tion  o f M as low 's  exp la n a tion  o f h u m a n  
m otiva tion , w h ere ind ividu a ls  a re seen  as self- d irected  th rou gh  th eir d rive for self-  
a ctu a lisa tion ; seek and accep t respon s ib ility to appea l to es teem  needs ; are 
crea tive and innovative; and the appropria te en viron m en t has to b e crea ted  for 
m otiva tion  to b e rea lised .
Th eory Y  invites  a  change in  the role o f m a n a gem en t from  con trol and  d irection  to 
gu idance and  encou ra ging the self- con trol o f w orkers . M cG regor su ggests  th a t th is  
change from  Th eory X  to Y  shou ld  b e a  gra du a l p rocess  as th e organ isa tion  
m atu res , in  order to avoid  any shock effects. O rga n isa tion s  can  b e con s idered  to 
b e m ovin g m ore tow a rds  the Th eory Y  p h ilosoph y o f m a nagem ent, w ith  evidence 
in clu d in g the in trodu ction  o f su ch  in itia tives  as  the C h a rter M a rk  a nd  In ves tors  in  
People, b y the B ritish  governm ent a t least.
M a s low  a lso des igned  his ow n Th eory Z  in  1971, w h ich  focu ssed  on self- a ctu a lised  
in d ivid u a ls  as m anagers . H e iden tified  tw o types  o f self- a ctu a lisers , th ose w ho 
have pea k  experiences  and  those w h o do not. Th e la tter are rea lis tic, p ractica l, 
m u ndane and capab le peop le w h o live m ore in  the h ere- a n d -n ow  and  w h o see 
n eeds  as deficiency-b a sed . Th e form er are the tra n scen ders  w h o h a ve a  u n iqu e 
consciou sness , their n eeds  are b eing-b ased , and  th ey have u n d ergon e pea k  
experiences  (mystic, sacra l, ecsta tic) and  have illu m in a tion s  and  in s igh ts  th a t
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have cha nged  th eir view  o f the w orld . M a s low  a rgu ed  th a t the la tter type of self-  
a ctu a lisers  fu lfil the expecta tion s  o f M cG regor 's  Th eory Y, b u t the form er have 
tra n scen ded  p a s t th is  level to a  fu rth er level th a t he n a m ed  Th eory Z  (M aslow , 
1971, p. 271). Th e Th eory Z  m a n a ger b ases  m a n a gem en t on devotion  to b eing-  
needs , and  th eir m a n ageria l orien ta tion  a ssu m es  th a t a ll em p loyees  a re devoted  
and cons idered  a  fellow  w orker. Th ey adm ire, love and  accep t em p loyees  and 
p rovide the opportu n ities  for their m eta -needs  or b ein g-n eeds  to b e m et. Th eory Z  
style o f m a n a gem en t is  focu ssed  on the em p loyee and  fa cilita tin g the en viron m en t 
for th eir b ein g-n eeds  to b e met, su b sequ en tly m eetin g the b ein g-n eeds  o f the 
m anager.
Th eory Z  w a s  developed  fu rth er b y O u ch i (1981), a ga in  to con tra s t Th eories  X  and 
Y, and  w a s  b a sed  on the p ractica l a ssu m ptions  u n d erlyin g Ja pa n ese 
M anagem ent. A ccord in g to th is  view poin t, m a n a gem en t sh ou ld  p rom ote long- term  
em p loym en t and  a  rigorou s  socia lisa tion  o f the w orkforce, w h ich  is  s im ila r to 
M as low 's  app roach  w h ere a ll em ployees  are socia lised  to focu s  on  a ch ievin g their  
b eing-needs . Few er levels  o f m a n a gem en t shou ld  exis t, so orga n isa tion s  b ecom e 
m ore decen tra lised , aga in  s im ila r to M as low  w h ere th e m a n a ger w a s  cons id ered  a  
fellow  w orker. In  these environm ents  w orkers  are ab le to in flu ence th eir ow n 
m a nagem ent. C o-opera tion  and  tea m w ork are p rom in en t and em p loyees  w ork  in  
team s  ra th er than  as ind ividu a ls . Prom otiona l opportu n ities  a re dela yered , so job  
rota tion  is  encou ra ged  to redu ce the chances  o f ta sk  fa tigu e. W orkers  are 
therefore tra ined  as genera lis ts  ra th er than  as specia lis ts . Th rou gh  perform a nce 
appra isa ls , com m u n ica tion  and  consu lta tive decis ion  m akin g, w orkers  are 
in tegra ted  in to th e organ isa tion . Th ey are trea ted  m u ch  m ore as a  va lu ed  a sset to 
th e organ isa tion , th an  ou tlin ed  in  Theories  X  a nd  Y. A ccord in g to M aslow , 
em p loyees  a re va lu ed , loved , a ccepted  and a dm ired  and  a re p rovided  w ith  the 
scope for m eta -m otiva tion .
Th e approach  to m a n a gem en t ou tlined  in  Th eory Y  and  Z  con s ider w orker 's  
h igh er- order needs, M as low 's  love and b elongin gness , es teem  and  self-  
a ctu a lisa tion  needs. B y a doptin g these Th eories  th ere is  grea ter likelih ood  th a t the 
appropria te en viron m en t is  crea ted  for w orkers  to rea lise their  fu ll poten tia l, and 
perha ps  a lign  their person a l n eeds  to those o f the orga n isa tion  p rom oting/  
n u rtu rin g the na tu ra l ten den cy to m eet in d ividu a l and  orga n isa tion a l n eeds . Th is  
m odern  practice o f a dopting these m ore perm iss ive s tyles  o f m a n a gem en t 
dem onstra tes  the developm en t o f m a n a gem en t th eory th rou gh ou t the centu ry.
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W o r k  D e s i g n
Th e na tu re of the organ isa tiona l stru ctu re has a  grea t in flu ence on the w a y in 
w h ich  the w ork  th a t em ployees  u nderta ke is designed . S om e theories  of 
orga n isa tiona l b eha viou r focu s  u pon  w ork  des ign  and a sk w h a t can  be 
m otiva tion a l ab ou t each  ta sk  for peop le to w ork. The p rin cip le exam ple o f the 
com pa rtm enta lisa tion  o f ta sks are the trad itiona l tim e and m otion  s tu d ies  for 
w ork  ta sk  des ign  (G ilb reths , 1914/1973) w h ich  investiga ted  the m ost efficien t w a y 
for w orkers  to perform  tasks. Tim e and m otion  stu d ies  w ere in sp ired  b y th e w ork  
o f the p ion eerin g theoris t and p ra ctition er in  th is  area , th a t o f Frederick  W . Ta ylor 
and  his  w ork  on ‘S cientific M a n a gem en t’ (1911). A lthou gh  w ritten  a lm ost a  
cen tu ry ago, th is  approach  rem a in s  h igh ly releva n t to tod a y’s society w ith  the 
developm ents  o f in form ation  technology, qu a lify m a n a gem en t sys tem s  and  other 
m a n a gem en t techn iqu es  tha t are b rin gin g grea ter d iscip line into w ork  des ign.
As  w ell as b eing revolu tion a ry in  its w orld -w ide im pa ct on organ isa tiona l th ou gh t 
and  m a n a gem en t p ractice, Ta ylor ’s theory is a lso h igh ly releva n t to the cu rren t 
in vestiga tion  as it is b ased  on the m anu a l ta sks o f shop - floor w orkers , and 
cons iders  their m otiva tion  to u nderta ke these tasks. Ta k in g this  ‘b ottom -u p ’ 
approach  to organ isa tiona l b eha viou r he p roposed  th a t a  science shou ld  b e 
developed  for each  elem ent o f a  m a n ’s w ork  in order to determ in e th e ‘one b es t 
w a y’ o f perform in g the given  task. W orkers  shou ld  b e scien tifica lly selected, 
tra in ed  and then  developed. M anagers  w ere encou raged  to hea rtily co-opera te w ith  
w orkers  to ensu re a ll w ork  is perform ed  in  a ccordance w ith  the p rin cip les  o f 
science, and an equ a l d ivis ion  of the w ork  and respon s ib ility b etw een  
m a n a gem en t and  w orkers  w as  encou raged  (Taylor, 1943). B y d ivid in g w ork  into 
rela tively s im ple and specia lised  tasks, Ta ylor w a s  ab le to redu ce the need  to b rin g 
h u m an  skills  to b ea r on produ ction , su b sequ en tly m in im is in g the opportu n ity for 
hu m an  in efficiencies  and m istakes . W orker-m a n a ger rela tion s  shou ld  b e b a sed  on 
a  low  level o f tru st, reflected  b y close su pervision . M in im a l skill shou ld  b e n eeded  
for ta sk com pletion  consequ en tly redu cin g tra in ing tim e and costs. To m otiva te 
em ployees  to a ch ieve th is  efficiency, Ta ylor advoca ted  the u se o f s cien tifica lly 
des igned  in cen tive schem es, p rim a rily fin ancia l in  na tu re. W ith  th ese schem es , 
w orkers  cou ld  m axim ise their incom e b y ob eyin g the ob jectives  o f m a n a gem en t as 
ra p id ly as poss ib le. A ccord in g to Taylor, an  in efficien t w orkforce w a s  not du e to 
the w orkers, b u t du e to the in adequ acies  o f the m anagem ent.
Evaluat ing  the appl icabi l i ty o f  Ma sl ow ’s theory o f  mot i vat ion in anci l lary st a f f
C h a p t e r  2  I  M a s lo w ’s
P ag e  56  | t h e o ry
Evaluat ing  the appl icabi l i ty o f  Ma sl ow ’s theory o f  mot ivat ion in anci l lary st a f f
Th e cen tra l a ssu m ption  o f scien tific m a n a gem en t is  th a t em p loyees  are pu rely 
m otiva ted  to secu re m axim u m  ea rn ings , and not other sou rces  o f m otiva tion  su ch 
as ach ievem ent, recogn ition  and satis fa ction . B ecau se o f th is  the th eory ca n  of 
cou rse b e criticised  for its  overs im p lifica tion  of m otiva tion  and  the essence of 
b ein g hu m an.
N ow  in  the ea rly 21st cen tu ry there is  som e evidence o f Ta ylor ’s w ork  in  p ractice 
th rou gh  the developm ent o f h is  idea s  b y H enry Ford on the m ovin g p rodu ction  line 
w h ere tigh ter con trols  are es tab lished  on w ork  levels , dem onstra ted  in  the 
m a n u fa ctu rin g and  fa st- food  indu stries . G rim shaw  (1999) cites S u nstrom  (1984) 
as w ell to su pport Taylor's  in flu ence in  the w orkp la ce specifica lly s ince the 
em ergence o f the ‘office’ in  the la te n ineteen th  centu ry. Its  in trodu ction  has
“been synonymous w ith the division o f tasks, a ‘Taylorian’ 
management culture, hierarchical structures, status driven staff, overt 
control o f employees, and low technology support” (p. 25).
Th e extens ive deskillin g o f w ork  th a t Ta ylor origin a lly advoca ted  has b een  received  
w ith  m u ch  hostility b y Tra de U n ions, as has the in ten s ifica tion  o f effort levels  
expected  w ith  th is  form  o f w ork  des ign . In itia tives  su ch  as perform a n ce ta rgets, 
p erform ance rela ted  pay, close su pervis ion  and  w ork  m ea su rem en t th a t are 
a ccepted  do d isp la y h is  ideas  in  practice today.
S cien tific M a na gem ent is  now  no longer as ‘scien tific’ as Ta ylor firs t advoca ted . In  
in du s try today, w orkers  are cons idered  m u ch  m ore as hu m ans  th an  as 
com m odities . N ow  w orkers  are m u ltiskilled , ra th er than  deskilled . M a na gers  have 
com e to rea lise the b enefits  o f seeking em p loyees ’ kn ow ledge o f p rodu ction  
th rou gh  co-opera tive m eans, for exam ple w ith  the in trodu ction  o f qu a lity circles  
and  w ork in g parties . W orker poten tia ls  are a lso rea lised  th rou gh  s ta ff tra in in g and 
su ggestion  schem es, w here they are encou raged  to develop  their  th ou gh ts  and 
idea s  on how  they can  b etter perform  their job . N ow  there appea rs  to b e a  m ore 
sta ff- centred , hu m an is tic Ta ylorism  in practice. A lth ou gh  his th eory d id  not 
cons ider ind ividu a l m otivation , Ta ylor's  origina l th eory a dvoca ted  m otiva tion  at 
the ph ys iologica l and sa fety need  levels  th rou gh  fin a ncia l in cen tives  and  th rea ts . 
N ow  th is  has  developed  a longs ide indu stry to m ore com p lex sou rces  o f m otiva tion  
in  the opportu n ities  crea ted  for team w orking and in pu t on the p rocess  o f w ork  
th rou gh  su ggestion  schem es.
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Gr o u p  l evel
E m ployees  can  form  in form a l grou ps  th rou gh  sha red  in teraction , com m on  goa ls, 
phys ica l p roxim ity or cu ltu ra l sim ilarity, a ltern a tively they can b e a ss igned  to a  
team  b y m anagers  and given  a  ta sk thu s es ta b lish in g a  m ore form a l grou p. 
Th rou gh  socia l in teraction , a ttitu des  and b ehaviou r, in terna l s tru ctu res  are 
developed  w ith in  the grou p  rela tin g to co-opera tion  and stab le a rrangem ents . 
Accord in g to the descrip tion s  tha t M as low  u sed, grou p  form ation  and m em b ersh ip  
shou ld  fa cilita te love and b elongin gness  needs  th rou gh  the sh a red  n eeds  and 
in d ispen sa b ility o f the in d ividu a l as a  team  player, and poten tia lly es teem  needs  if 
the grou p represen ts  sta tu s  or con tact w ith  su periors . There is an in crea s in g u se 
o f team s or grou ps  to u ndertake organ isa tiona l w ork, as it p rom otes  the 
com m on a lity o f in terests , goa ls  and com m u n ica tion  b etw een  in d ividu a l w orkers , 
b u t is u ltim a tely d irected  tow ards  the goa ls  o f sen ior m a n a gem en t and  the w id er 
organ isa tion . W ith in  the N HS , there is an in crea s in g focu s  on tea m w orkin g for 
b oth  clin ica l and  n on -clin ica l sta ff, in clu d in g a  m ixtu re o f b oth  types  o f s ta ff 
w ith in  one team  as the service b ecom es  shaped  a rou nd  the needs  o f the pa tien t 
ra ther than  the specia lism  o f the w orker (N HS  Plan, 2 000 )10.
M ayo w a s  one o f the firs t resea rchers  to cons ider grou p -orien ted  b eh a viou r in  the 
organ isa tiona l settin g over ind ividu a l- b a sed  b eha viou r (dem onstra ted  in  the w ork  
o f Taylor, 1911). H is em phas is  on the grou p  as the cen tra l exp la n a tion  for 
organ isa tiona l b ehaviou r, developed  th rou gh  h is  in volvem ent in  the H a w thorne 
experim ents  o f the 1920s and 30s. These experim en ts  fou nd  th a t the u n officia l 
norm s and  a u thority o f in form a l grou ps  had s trong con trol over the w ork  a ttitu des  
o f in d ivid u a l grou p  m em b ers , and so w ork  shou ld  b e cons idered  a  grou p  a ctivity 
and ind ividu a ls  shou ld  b e cons idered  w ith in  these grou ps  ra th er than  in  isola tion . 
He proposed  a  socia l ph ilosophy b a sed  on th is  w ork  (1945) th a t em ph a s ised  the 
im portance o f the in form a l natural grou p  th a t develops  h igh  levels  o f cohes iven ess  
and  in tim a cy th rou gh  norm a l in teraction . It is the role o f the m a n a ger to fa cilita te 
the developm ent o f these grou ps  and then  even  w id er ‘com m u n ity’ grou ps , as 
M ayo a rgu ed  th is  w a s  n ecessa ry if the w id er goa ls  o f the organ isa tion  are to b e 
met. The m ost effective and efficien t grou ps  how ever m a y not b e developed  
th rou gh  na tu ra l grou ping, as the focu s o f ind ividu a l w orkers  w h o are pa rticu la rly 
com patib le m a y b e to develop  their socia l rela tion sh ip s  m ore th an  a ch ieve the 
goa ls  o f the grou p . If organ isa tions  b a sed  grou p in g pu rely on a  n a tu ra l level, some
10 F ur t h e r  d i s c u ss i o n  is g iv e n  to t e am w o rk in g  f o r  an c i l la ry  s t a f f  in  C h ap t e r  3.
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w orkers  w ou ld  in evita b ly b e left ou t and som e grou ps  w ou ld  b e la rger in  size than  
others, and so perform ance w ou ld  aga in  va ry. G rou ps  need  to b e as s igned  on a  
form a l b as is  to ensu re appropria te con figu ra tion  and  then  the w ork  en viron m en t 
shou ld  a llow  for va lu es , n orm s  and a ffilia tions  to b e developed  w ith in  th e grou p.
Form a l grou ps  are u su a lly form ed  a long a  d ivis ion  o f labou r. It is the role o f 
m a n a gem en t to decide the com b ina tion  o f ta sks and tech n ology th a t are requ ired  
for the goa ls  and  ob jectives  o f the form a l grou ps  to b e a ch ieved . These grou ps  tend  
to have a  form a l stru ctu re w ith  and exis t to m eet organ isa tiona l ob jectives . 
In form a l grou ps  h ow ever w ill in evita b ly form  tha t are b a sed  on sha red  n on -w ork  
rela ted  in terests , desires, goa ls  and hopes, as w e have a  na tu ra l ten den cy to find  
oth ers  w ith  s im ila r socia l needs. Th is  cou ld  b e exp la in ed  as  ou r m otiva tion  for love 
and  b elongingness  needs  or even  low er than  tha t - d riven  b y ou r m otiva tion  for a  
sense o f s a fety and consis tency.
Som e au th ors  u se the term s ‘grou p ’ and ‘tea m ’ in terchangeab ly, how ever B elb in  
(2000) has a rgu ed  there are d is tin ct d ifferences  a long a  nu m b er o f criteria . He 
su ggests  th a t team s tend  to b e lim ited  in  size, have a  sha red  or rota tin g 
leadersh ip , h ave m u tu a l know ledge and u nders tand in g, experience dynam ic 
in teraction  as opposed  to togetherness , persecu te opponen ts , and  m em b ers ’ roles  
are spread  th rou gh  co-ord ina tion  ra ther than  convergence th rou gh  con form ism .
G rou ps gen era lly trans form  in to a  team  w hen  m em b ers  have had  chance to form , 
define goa ls , and estab lish  ru les ; have b een  th rou gh  tens ion  and  stru ggles  for 
leadersh ip ; and then  go on to agree a  consensu s , a ccep t leadersh ip  and b egin  to 
co-opera te, so th a t they can  then  perform  su ccess fu lly (Tu ckm an  and Jensen , 
1977). Tea m s  can  then  b e cha racterised  as co-opera tive, co-ord in a ted  and 
cohesive.
D ifferences  in m em b ers  o f a  grou p  tend to lend  th em selves  to defin in g the 
s tru ctu re o f the grou p. M em b ers  are accorded  d ifferen t am ou nts  o f sta tu s and 
power, hold  d ifferen t roles , have d ifferen t levels  o f leadersh ip  and  to som e exten t 
are determ in ed  b y their lik in g o f each other. M as low 's  notion  o f sa fety m otiva tion  
argu es  th a t ind ivid u a ls  requ ire consis tency, p red icta b ility and  s ta b ility in  the 
w orld , and it is th is  m otiva tion  tha t forces  in d ivid u a ls  to form  op in ions  ab ou t 
peop le to m ake sense o f the w orld , and in  th is  context, th a t w ill rela te to fellow  
m em b ers  o f a  grou p. G rou ps  requ ire a  stru ctu re th a t is  fa m ilia r to a ll m em b ers  as 
they redu ce hostility for sta tu s  and pow er and es tab lish  system s o f
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com m u n ica tion , roles  and facilita te effective in teraction  and  thu s overa ll 
perform ance. Th ose th a t do acqu ire s ta tu s  and pow er in  the grou p tend  to do so 
on the b a s is  of a  socia l exchange, perha ps  th rou gh  su pportin g other m em b ers  to 
ach ieve th eir ow n goa ls  and those o f the grou p. Th ey then  b ecom e the lea der o f 
the grou p  w h eth er th is  is  at a  form a l or in form a l level, b u t th is  ca n  a ll cha nge at 
any time, if m em b ers  feel the lea der is  no longer w orth y o f respect, and th ey 
u nderta ke socia l exchange w ith  an oth er grou p  m em ber.
Th is  approach  h ow ever does  n ot cons id er the im pa ct o f tea m -w ork in g on those 
w ho strive for persona l and ind ividu a l recogn ition , w h o w a n t their persona l 
a ttrib u tes  and  lea rn in g experience rem em b ered , and  so b ecom e in crea s in gly 
fru s tra ted  b y their in tegra tion  in to the grou p. W hen  w ork  perform a nce and  
recogn ition  is  pu rely b ased  on the team  or grou p  perform ance, it w ill b e to the 
detrim en t o f those w ho w a n t ind ividu a l recogn ition  for their  con trib u tion .
A lth ou gh  b ecom in g leader o f a  grou p m a y sa tis fy the ind ividu a l in  the short- term  
th ey m a y b e forever trying to escape the rea lm s  o f the grou p, to a ch ieve person a l 
id en tity in the organ isa tion . It m a y b e ea s ier for m a n a gem en t to con trol w orkers , 
ensu re ta sks  are com plete and to m eet the orga n isa tion ’s overa ll ob jectives , if 
ind ividu a ls  are not cons idered  as ind ividu a ls  th u s  in trodu cin g few er elem en ts  for 
the m anagers  to m anage. S im ila rly in d ivid u a l’s freedom  o f action is redu ced  as it 
is con trolled  b y the ta sks  a ss igned  to the grou p, w ith  little scope for a u ton om y 
and  the in d ivid u a l’s id en tity is  trans ferred  to th a t o f the grou p  (dein d ividu a tion ).
In  response to the criticism s o f the grou p  level ana lys is  o f organ isa tiona l 
b ehaviou r, it seem s logica l for the thes is  to now  cons ider the in d ivid u a l in the 
w orkp la ce, ta k in g a  m u ch  m ore ‘h u m a n is tic’ approach  to the w orker.
Individual  level
A t the ind ividu a l level, organ isa tiona l b eh a viou r cons iders  learn ing, p ersona lity, 
percep tion  and com m u nica tion . A lthou gh  a ll are releva n t to the s tu dy o f the 
w orker, the m ost appropria te approach  for the thes is  a t th is  level o f a na lys is  is the 
s tu dy o f m otiva tion .
Th e organ isa tiona l b eh a viou r litera tu re cites two m a in  approaches  to m otiva tion  
theory. F irs tly there are con ten t theories  o f m otiva tion  th a t id en tify the p rin cip a l 
m otives  for ou r b eha viou r and this  is w h ere M as low 's  theory lies. H is  is  one o f the
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lea d in g p ropos ition s  in  th is  approach  to m otiva tion , and continu es  to b e cited  in 
m a n y texts  on organ isa tiona l b ehaviou r in  exp la in in g m otiva tion  w h ich  rea ssu res  
its  cu rren cy in  the field  (H u czynski and B u chanan , 2001; B ennett, 1997; M organ , 
1997; C ole, 1995). H u czynski and B u chanan  qu estion  w h eth er M as low 's  th eory 
can  b e d ism issed  as irreleva n t to organ isa tiona l b eh a viou r in the 21st centu ry, b u t 
argu e:
“No. His thinking remains highly influential, particularly in the 
recognition that behaviour depends on a range o f motives. His ideas 
continue to affect management practice in areas such as reward 
policy, management style and job  design. Many subsequent 
management fashions such as job  enrichment, total quality  
management, business process re-engineering, self-managing teams,
‘the new leadership’ and employee empowerment, have incorporated 
his ideas in the search fo r practical motivational methods .”
(2001, p. 242).
M as low 's  theory therefore con tinu es  to b e a  con tem pora ry approach  to m otiva tion  
in b oth  th eory and practice, and  w ou ld  su ggest th a t it is  still an  a ppropria te m odel 
to a dopt in  s tru ctu rin g th is  investiga tion  o f la rge sa m ples  o f a n cilla ry staff. 
H ow ever other theories  in  th is  field  shou ld  firs tly b e cons idered  as a ltern a tives  for 
th is  investiga tion .
S evera l con ten t theories  w ere constru cted  tha t b u ilt u pon  M as low 's  orig in a l w ork. 
A lderfer (1972) restru ctu red  M as low 's  theory into th ree b road  grou ps  o f b a s ic 
needs. M as low 's  phys iologica l and sa fety needs  com piled  E xis tence needs ; love 
and  b elongingness  and esteem  needs  corresponded  to Rela tedness ; and  self-  
a ctu a lisa tion  b ecam e G row th  needs  (E RG  theory). In con tra s t to M as low 's  theory, 
A lderfer su ggested  tha t a ll needs  can  b e m otiva tin g a t one time, a lthou gh  th ey do 
opera te h iera rch ica lly and if a ttem pts  to sa tis fy a  h igher need  are h in dered  th en  
low er needs  w ill b e sou ght.
Th is  approach  takes  a  m u ch  m ore s im plis tic view  o f m otiva tion  than  th a t given  b y 
M as low , and as su ch  is  cons idered  to lose som e of the com p lexity th a t M a s low  
a ttem pted  to in clu de in  h is  exp la na tion  o f hu m an  natu re. U s in g M a s low ’s th eory it 
is poss ib le to d is tingu ish  b etw een  b as ic b iologica l requ irem ents  for exis tence 
(physiologica l) and  the m otiva tion  for cons is tency, p red icta b ility and fa irn ess  in  
hu m an  rela tion s  (sa fety) that are qu ite d is tin ct types  o f m otiva tion . A ld erfer
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h ow ever has  chosen  to grou p  them  together, u s in g the grou p ing o f E xistence, to 
con s ider the needs  for phys ica l w ell b ein g tha t cou ld  inclu de a  very w ide range of 
activities . C on sequ en tly the com p lex sou rces of low er levels  o f m otiva tion  are 
s im p lified  in to b a s ic d rives  and so com es  b ack to the cr iticism s o f the 
B ehaviou ris ts  th a t in itia lly s tim u la ted  M aslow 's  theory and the H u m an is t 
approach . S im ilarly, th ere is a  grea t d ifference b etw een  the need  for love and 
a ffectiona te rela tion sh ip s  and the need  for ach ievem ent, prestige, respect and 
independence tha t A lderfer has  los t b y grou p ing them  together in to the 
Rela tedness  need. A lth ou gh  b oth  are b a sed  on rela tion s  w ith  others, love and 
b elongin gness  m otiva tion  concen tra tes  on socia l rela tion s  (even  in  the w orkp la ce 
w ith  friends  and co-w orkers ) and m otiva tion  for es teem  com es  from  rela tion s  th a t 
ca n  p rovide recogn ition , respect and ach ievem ent. Th e sou rce o f es teem  can  vary, 
b u t in  the w orkp la ce it tends  to b e in  m a n a gers ’ pow er to gran t or w ithhold . 
A ld erfer is  therefore aga in  m ergin g two very d ifferen t types o f rela tions . M as low  
m akes  fin er d is tinctions  in  h is  exp lana tion  o f the com p lex en tities  th a t are people. 
H e p rovides  a  m ore su b tle fram ew ork for investiga tion .
H erzb erg (1966) a lso developed  a  m u ch  m ore sim p lified  exp la na tion  for hu m an  
m otiva tion  w ith  his  Tw o Factor Th eory’. Th is  d is tin gu ished  b etw een  hu m an  
m otiva tion  to avoid  pa in  and ob ta in  b as ic necess ities  for su rviva l and th e need  to 
develop  persona l capacities  and potentia ls . Th e m ore b as ic needs  are ca lled 
h ygiene factors  and in  the w orkp la ce these rela te to w ork in g cond itions , pay, 
su pervis ion , co-w orker rela tions , sta tu s  and com pa n y policy. H erzb erg a rgu ed  th a t 
hygiene factors  are n ot a  sou rce o f m otiva tion , b u t th ey are a  sou rce o f 
d issa tis fa ction  w h en  they are n ot met. ‘M otiva tors ’ on the other hand , are ou ts ide 
w ork in g conditions  and focu s  u pon  the opportu n ities  in  the w orkp la ce for 
ach ievem ent, recogn ition , grow th , advancem ent and respons ib ility. W hen  
opportu n ities  for ‘M otiva tors ’ are increa sed  then  em p loyees  perform a n ce w ill 
im prove, b u t the ab sence o f one o f these w ou ld  not have a  s ign ifica n t im pa ct on 
w orkers .
H erzb erg’s theory w a s  b ased  on the responses  given  b y p rofess ion a lly qu a lified  
engin eers  and accou ntants , and so m a y not rep resen t the m otiva tion s  o f those 
th a t are less  fin a n cia lly secu re or are u nab le to exp ress  their d is sa tis fa ction  w ith  
com pany policy or w ork in g conditions  in  order to have an im pact. Th is  h a s  clea rly 
had  an effect in  h is  cla ss ifying p a y and other frin ge b enefits  as hygiene, ra th er 
than  m otiva tin g factors  as these can  b e decis ive a spects  for m a n y peop le in  
a ccep tin g or rejecting a  w ork  role and their p erform ance w ith in  it. H erzb erg ’s
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hyg iene fa ctors  are s im ila r to the needs  iden tified  in  M as low 's  sa fety m otiva tion  for 
cons is tency, s ta b ility and fa irness , h ow ever these factors  a lso in clu de the 
m otiva tion  for socia l rela tionsh ips  (w ith  co-w orkers , for statu s) w h ich  are o f a  very 
d ifferen t n a tu re to the other extrin s ic rew ards . A s  a lso dem onstra ted  w ith  
A ld erfer ’s theory, b y grou p ing together very d ifferen t types  o f m otiva tion , the 
essence o f ‘b ein g h u m a n ’ in the w orkp la ce is los t th rou gh  over- s im p lifica tion . B y 
gen era lis in g the b a s ic needs  o f the w ork  role for a ll types  of w orkers  to su ch  
extrins ic, va ryin g and cu ltu re-b ou nd  factors , H erzb erg over-p rescrib es  the na tu re 
of job  sa tis fa ction  and w h a t shou ld  b e d ism is sed  as u nm otiva ting. Som e w orkers  
cou ld  b e m otiva ted  b y su pervis ion , co-w orkers  and  com pany policy ra ther than  
s im p ly b ein g sa tis fied  w ith  them , yet it is  w ritten  off as a  hygiene factor, n ot 
cons idered  to b e a  sou rce o f m otiva tion , and so left u n ta pped . M as low 's  th eory can  
in corpora te a ll a spects  o f the job  role and is ab le to assess  the n a tu re of 
m otiva tion  for a ll w orkers , w h eth er th is  is  a t a  low  or h igh  level. H erzb erg’s theory 
how ever w a s  a  va lu ab le con trib u tion  to the field  o f w ork  m otiva tion  in  h igh ligh tin g 
th e need  for va ried  and rew a rd in g w ork. In  order to m axim ise the in ciden ce of 
m otiva tors  in  each  p erson ’s job , m anagers  sh ou ld  seek to en rich  w ork, su ch  as 
exten d in g the em p loyee’s a u tonom y over their w ork  and res tru ctu rin g w ork  to 
in crea se va riety.
O th er con ten t th eories  o f m otiva tion  in clu de Ta ylor ’s (1911) S cien tific 
M a na gem ent tha t iden tifies  pa y and rew a rds  as the prim e sou rce for m otiva tion  
and M cG regor’s (1965) Th eory X  and Th eory Y  th a t recogn ises  fin ancia l in cen tives  
and socia l/  esteem  and self- a ctu a lisa tion  m otiva tion s  respectively. H ow ever none 
of these provide su ch  a  deta iled, pertin en t and h u m an ita rian  exp lana tion  for 
m otiva tion  as tha t p rovided  b y M aslow .
Th e second  approach  to m otiva tion  theory focu ses  u pon  w h y peop le choose the 
goa ls  they do, and concentra te u pon  the cogn itive decis ion -m a kin g p rocess . Th ese 
are process theories o f m otivation , w h ich  a rgu e tha t ind ivid u a ls  have a  choice o f 
m otives . These theories  m ap m otiva tions  for m a kin g these b eh a viou r-determ in in g 
choices  in  pu rsu it o f ob jectives  ra ther than  seekin g to exp la in  w h a t these 
ob jectives  are.
E qu ity theory a rgu es  tha t in d ividu a l’s m otiva tion  is h igh ly in flu enced  b y on e’s 
percep tion  o f b eing fa irly trea ted. People com pare th eir retu rn s  a ga in s t those 
received  b y others  doing the sam e w ork. W hen  th ere is  correspondence b etw een  
the efforts  and rew ards  o f the ind ividu a l and others  th en  th ey en joy a  state o f
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‘d is trib u tive ju s tice ’, b u t w h en  th ey do not con form  then  th ey experience ‘cogn itive 
d is son a n ce’. To rem ove th is  feelin g o f cogn itive d issonance w orkers  are m otiva ted  
to m ake change in  effort or rew ard , either in  redu cin g effort or seekin g m ore 
rew ard . Ind ividu a ls  are therefore m otiva ted  b y the ou tcom e or rew a rds  o f th eir 
efforts , b u t the na tu re o f these are not p rescrib ed  b y the theory. Th is  cou ld  va ry 
w id ely b etw een  peop le ra nging from  fringe b enefits , p rom otiona l p rospects , sta tu s, 
job  secu rity or pay, thu s  m aking it d ifficu lt to m easu re. S ince b eh a viou r is 
exp la ined  b y in d ividu a l’s perception  o f effort and socia l com parisons , any ana lys is  
is  b a sed  on su b jective in terpreta tions , w h ich  com prom ises  its  relia b ility and  
rob u stness . The theory is  u sefu l for m a n a gem en t in  iden tifyin g em p loyees ’ a b ility 
to m ake com parisons  th a t cau se tens ion  and resen tm en t b a sed  on a n y type o f 
in form ation , so accu ra te deta ils  shou ld  b e circu la ted  ab ou t rew a rds  and efforts.
As  a  p rocess  theory o f m otiva tion  h ow ever it does not give any in form ation  a b ou t 
the types  o f n eeds  th a t are effected  and so on ly tou ches  one a spect o f h u m an  
natu re. It redu ces  hu m an  m otiva tion  to b ein g b a sed  on com petition  and  so ca n n ot 
exp la in  m otiva tion  th a t is  b iologica lly b ased , person a lly rew a rd in g or a ltru is tic. 
S ince the sponsoring m anagers  w ere in terested  in  u n ders ta n d in g the con ten t o f 
their s ta ffs  m otiva tion , a  p rocess  theory w ou ld  n ot b e appropria te for th is  
investiga tion .
E xpecta ncy theory is  a  fu rther exp lana tion  o f the p rocess  o f m otiva tion  th a t is  
b ased  on in d ivid u a l’s expecta tions  tha t certa in  m odes  o f b eha viou r w ill resu lt in  
the des ired  goal/  event. Th is  is  b ased  on the goa ls  tha t the in d ivid u a l selects  and 
the lea rn ed  b eliefs  th ey have tha t w ill help a ch ieve them. V room  (1964) id en tified  3 
fa ctors  th a t a ffect in d ivid u a l’s m otivation :
1. Valence -  the va lu e or preference th a t an in d ividu a l p laces  on a  p a rticu la r 
ou tcom e. H ow  m u ch  the person  w a n ts  ou tcom es  to happen .
2. Instrumentality -  the ind ividu a ls  estim ate th a t good  perform ance w ill lead  to 
the des ired  ou tcom e.
3. Expectancy  -  the p erson ’s b elief tha t effort w ill lead  to good  perform ance.
M otiva tion  is  the p rodu ct o f these th ree a rea s  ra th er than  m erely the su m, so the 
va lu e o f a ll factors  has  to b e pos itive for the m otiva tin g force to b e pos itive. 
Ind ividu a ls  therefore m ake a  consciou s  decis ion  ab ou t their b eh a viou r b a sed  on 
their su b jective in terp reta tion s  o f the likelihood  o f a  pa rticu la r ou tcom e. Th is  
m odel has  im p lica tion s  for b u s iness  in the need  for em ployees  to see the 
rela tion sh ip  b etw een  effort and rew ard , and th a t a n y rew a rd  shou ld  b e ta ilored  to
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m eet the em ployees  needs. H ow ever b ecau se these are b a sed  on su b jective 
in terp reta tion s  lea d in g to in d ividu a l d ifferences  in  p references  and perceived  
ou tcom es , it m akes  it d ifficu lt for m anagers  to devis e and app ly in d ivid u a lised  
m odels  o f m otiva tion .
It is  d ifficu lt to tes t a  p rocess  th eory o f m otiva tion  w ith ou t u n ders ta n d in g the 
na tu re o f in d ivid u a l’s goa ls . E xpectancy theory su ggests  th a t p eop le’s goa ls  va ry 
w id ely s ince th ey are in flu enced  b y socia l perception , so it w ou ld  b e d ifficu lt to 
relia b ly estab lish  the rela tion sh ip  b etw een  effort and  rew ards  w h en  th ey are so 
d ifferen t for d ifferen t people. To com pare the p rocess  in  one w orker w ith  an 
ob jective for m ore p a y and a nother w ith  a  goa l for m ore au ton om y w ou ld  not a llow  
a  relia b le exam ination . A n y d ifference cou ld  b e the resu lt o f the na tu re o f the goa l, 
th eir percep tion  o f va lence, in s tru m enta lity or expectancy, cu ltu ra l in flu en ces  or a  
n u m b er o f other factors.
S tu d ies  o f the ind ividu a l w ith in  organ isa tiona l b eha viou r focu s  u pon  exp la in in g 
w h y w orkers  act as they do and w h a t in flu ences  their  decis ion  to act as  th ey do.
As  w ell as con trib u ting to the academ ic s tu dy o f orga n isa tiona l b ehaviou r, th is  is 
a lso o f b en efit to m a na gers  and the w ider organ isa tion  in  u n d ers ta n d in g th a t 
in d ivid u a l’s in terna l system s can  b e effected  b y externa l system s su ch  as com pa n y 
policy, tra in ing, p a y and w ork  des ign, in  order to nu rtu re the b es t perform ance. 
U nders tand ing m otiva tion  is  ju s t one approach  to doin g this , w ith  oth er 
approaches  cons iderin g in d ivid u a l’s lea rn ing process , the im pa ct o f 
com m u nica tion , w orkers  percep tion s  as w ell as the na tu re o f their  p ersona lities . 
H ow ever it is  n ot poss ib le to cons ider these oth er approaches  a t th is  p oin t du e to 
length  o f the thes is , so on ly approaches  to m otiva tion  have b een  con s idered  as 
th ey m ake a  va lu ab le con trib u tion  to the cu rren t investiga tion .
Approa ches  to m otiva tion  either exp la in  its  con ten t or its  p rocess . M a s low ’s 
id en tifica tion  of 5 sou rces  o f m otiva tion  m akes  h is  th eory an exp la n a tion  of 
content, and in  fa ct one o f the firs t to do this . O ther con ten t theories  h a ve b a sed  
their w ork  u pon  M as low 's  ra tiona le, and have s ince tried to com b in e a n d  re- la b el 
the five needs  in to either th ree (Alderfer, 1972) or tw o (H erzb erg, 1966). B y doin g 
th is  th ey have grou ped  together m otiva tions  o f qu ite a  d ifferen t na tu re, for 
exam ple b as ic b iologica l d rives  w ith  those requ irin g socia l in tera ction  to es tab lish  
stab ility, p red icta b ility and consis tency; or the need  for socia l and  a ffectiona te 
rela tions  grou ped  w ith  the m otiva tions  for pride, self- es teem  and p restige. 
C onsequ en tly th ey have over- s im p lified  the very na tu re o f b ein g h u m a n  th a t
Evaluat ing the appl icabi l i ty o f  Ma sl ow’s theory o f  mot i vat i on in anci l lary st a f f
C h ap t e r  2 I  M a s lo w ’s
P ag e  6 5  | t h e o i y
Evaluat ing the appl icabi l i ty o f  Ma sl ow’s theory o f  mot ivat ion in anci l lary st a f f
M a s low ’s th eory can encom pa ss . A s  a  h u m a n is t exp lana tion  it is a lso ab le to 
d is tin gu ish  the need  for rea l persona l grow th  (self- actu a lisation ) from  th a t 
u nderta ken  to im press  others  (esteem ) tha t are lost in H erzb erg’s exp la n a tion  of 
m otiva tors  and A ld erfer ’s rela tedness  and  grow th  needs .
M as low 's  theory a lso a ttem pts  to exp la in  the p rocess  o f m otiva tion  as d riven  by 
the rela tion sh ip  b etw een  the sa tis fa ction  and im portance o f the needs. An  
exam in a tion  o f th is  process  can  qu ite com fortab ly b e opera tiona lised  b y . 
m ea su rin g the sa tis fa ction  and im portance th a t w orkers  experience, and it can 
a lso b e done to a  grea ter degree o f relia b ility since the con ten t o f m otiva tion  
shou ld  (a ccord ing to M as low 's  theory) b e the same for everyone, so a llow in g 
com parisons . W ith  p rocess  theories , on ly the p rocess  o f m otiva tion  is exp la in ed  
and not w h a t ind ividu a ls  are m otiva ted  tow ards . As  su ch  any tes t has to b e b ased  
on the in d ivid u a l’s persona lised  goa ls , w h ich  m akes  com parisons  d ifficu lt and  
com prom ises  reliab ility.
Th e exp lana tion  o f hu m an  m otiva tion  given  b y M as low  is th erefore con s idered  to 
give m ore deta iled  cons idera tion  to the na tu re o f b ein g hu man, b u t a lso one tha t 
can b e opera tiona lised  effectively and b ecau se it is a  u n iversa l approach , it a llow s  
relia b ility to b e tested  th rou gh  repea ta b ility w ith  d ifferen t ind ividu a ls . A lth ou gh  
M as low 's  th eory w a s  not specific in  exp la in in g m otiva tion  in  the w orkp la ce, it is 
still va lu a b le and m ost appropria te th rou gh  its  tra n s ferab ility as show n  ea rlier in 
the chapter. Th is  in terch a n ga b ility is  ob viou s ly su pported  b y the orga n isa tion a l 
b eha viou r litera tu re tha t does  focu s  u pon  w ork  m otiva tion , as it is  frequ en tly cited  
in  texts  on  the su b ject (H u czynski and B u chanan , 2001; B ennett, 1997; M organ , 
1997; C ole, 1995). S u b sequ en tly M as low 's  th eory is cons idered  to b e the m os t 
app ropria te exp la na tion  o f hu m an  m otiva tion  tha t can b e app lied  to the cu rren t 
in vestiga tion  o f a ncilla ry staff.
A  fu rther a spect o f the th eory’s a ppropria teness  to th is  s tu dy is  its  p reviou s  
a pp lica tion  in the w ork  arena. The m a jority o f these opera tions  h ow ever h a ve 
concen tra ted  u pon  w orkers  in  profess iona l or m a n ageria l roles, th u s  h old in g a  
m ore p rivileged  pos ition  in  the organ isa tion  w h ich  m a y in flu ence the sou rces  o f 
m otiva tion  open  to them  and  su b sequ ently the resea rch  find ings . N one th a t the 
au th or cou ld  loca te cons idered  those low er dow n  the stru ctu re and p a rticu la rly 
those w h o clean, ca ter and porter w ith in  the organ isa tion , so the resea rch  w ill 
address  th is . Th ere is still w orth  in cons id erin g these previou s  stu dies , to lea rn
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how  M a s low 's  descrip tion s  of needs  w ere opera tiona lised  in  the w orkp la ce. 
C on s idera tion  w ill now  b e given  to a  selection  o f these stu dies.
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T e st s o f  M aslo w ’s H ie rarc h y  in T he  W o rk  Se t t in g
M a s low 's  theory is  a  p reva len t th eory for exp la in in g the w ork  m otiva tion  o f 
em p loyees  and des ign in g w ork  to m eet ind ividu a l's  d eficiency and b ein g needs. 
A ttem pts  have b een  m ade to test the va lid ity o f M as low 's  p ropos ition s  in the 
orga n isa tion a l setting, b u t som e d ifficu lties  have b een  experienced  du e to the a 
priori n a tu re o f the theory. Th is  m a y have b een  du e to M as low 's  ow n  idea s  ab ou t 
th eory constru ction  and  m ethods  u sed  for resea rch  as he criticis ed  the new er 
m ethods  o f resea rch  u sed  in  p sych ology and su pported  a  m ore ‘h u m a n e’ science 
(1970). To ach ieve th is  hu m ane science he fa iled  to p rovid e s tanda rd  defin ition s  o f 
constru cts  or d irections  for em p irica l tria ls  su b sequ en tly redu cin g the level o f 
rigou r. H ow ever M as low  did  p rovide extens ive exam ples  o f the b eh a viou r and 
feelin gs  a ssocia ted  w ith  each  need  he describ ed  and w a s  logica l in h is  
cons idera tion  o f the process  o f m otiva tion .
B ecau se his  theory w as  b a sed  on logic and clin ica l experience ra th er than  
em p irica l resea rch , in terp reta tion s  and opera tiona lisa tion  o f con stru cts  to tes t the 
th eory va ry11. It has nevertheless  received  m u ch  a tten tion  in  the s tu dy o f w ork  
m otiva tion , and  con tinu es  to b e popu la r in recen t tim es  (S tein , 2001; S tu m , 2001; 
S hou ra  &  S ingh, 1999). The m ost p rom inen t reason  for th is  con tin u ed  a pp lica tion  
is the in su fficiency o f other m acro theories  o f hu m an  m otiva tion . A s  ha s  b een  
shown, th eories  o f w ork  m otiva tion  can b e su b su m ed , in terp reted  or b etter 
exp la ined  b y M as low 's  com prehens ive th eoiy o f hu m an  m otiva tion , w h ich  m a y 
exp la in  it's  popu la rity and certa in ly its  selection  for th is  investiga tion . Previou s  
a pp lica tion s  o f the theory in  the organ isa tiona l s itu a tion  w ill now  b e con s idered  to 
u n ders ta n d  their u sefu lness  in  tes tin g the m odel in  the cu rren t s tu dy
Po rt e r (19611
Porter des igned  a  N eed S a tis fa ction  Q u estionna ire (NSQ ) to tes t M a s low 's  th eory o f 
hu m an  m otiva tion . Th is  has since b ecom e a  popu la r tool for th is  p u rpose and 
u sed  in  other investiga tions  o f w ork  m otiva tion  (Rob erts  et al, 1971; La w ler and 
Su ttle, 1971) w h ich  w ill a lso b e cons idered  w ith in  th is  section . Th e in s tru m en t’s 
developm en t w a s  in  response to a  shortage o f tests  o f m a n a ger’s w ork  m otiva tion , 
and so Porter opera tiona lised  M as low 's  theory to m easu re this . H e chose to 
d isca rd  the phys iologica l need  ra tion a lis in g that
11 c o n s id e re d  e a r l i e r  in  t he  c h ap t e r .
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“these needs are presumably so adequately satisfied for any 
managerial person that questions concerning them would appear 
irrelevant and unnecessary to the respondent” (p. 3).
An  A u ton om y’ need  ca tegory w a s  a lso added  to the hierarchy, w h ich  w ou ld  
typ ica lly fa ll in to the ‘E steem  n eed s ’ level, b u t Porter a rgu ed
“it seemed that they are logically distinct from  other items that are 
more commonly associated w ith the term <esteem>“ (p. 3).
Th e qu estionna ire con ta ined  15 item s (Tab le 2.1) th a t sou ght to m ea su re need  
sa tis fa ction  aga in st 4 o f M as low 's  origina l needs  and Porter’s add itiona l a u ton om y 
need. The m easu res  for each  need  w ere n ot h ow ever equ a lly d is trib u ted , w h ich  
m a y b ias  the su pport for som e needs  over others . For each  cha racteris tic the 
respon den t had  to ra te a long a  7 -poin t sca le how  m u ch  o f the ch a ra cteris tic th ere 
w a s  a t p resen t connected  w ith  the m a n a gem en t pos ition ; how  m u ch  o f the 
cha ra cteris tic they th ink there shou ld  b e connected  w ith  their m a n a gem en t 
pos ition ; and how  im porta n t the cha racteris tic w a s  to the respondent. Th is  then  
genera ted  3 scores , and from  these a  ‘n eed  deficien cy’ score w a s  ca lcu la ted  b y 
su b tracting the ‘is  n ow ’ score from  the ‘shou ld  b e ’ score.
A s  a  tool for tes ting M as low 's  theory the qu estionna ire has  severa l w ea kn esses . 
Firstly, du e to the changes  m ade to the s tru ctu re o f the h iera rchy, it is  n ot a  d irect 
tes t o f M as low 's  theory. Secondly, the qu estionna ire dea ls  p redom in a n tly w ith  th e 
top two needs  at the expense o f the low er order needs, and therefore does  n ot 
exam ine the w hole h iera rch y equ a lly. And  fin a lly no pu b lished  relia b ility or 
va lid ity tes t figu res  of the tool are p rovided . Th e item s  m ea su rin g each  n eed  do 
how ever appea r cons is ten t w ith  M as low 's  exp lana tion s  o f each  n eed  and so have 
h igh  face va lid ity. Prob lem s can arise thou gh  from  the pos ition in g o f the item s  in 
the qu estionna ire and the poten tia l im pa ct on the responden t's  a n sw ers  du e to 
their close proxim ity. D esp ite these criticism s the N S Q  has b een  exten s ively 
u tilised  (Law ler and Su ttle, 1972; M itchell and M ou dgill, 1976; Rob erts  et al,
1971). Perhaps  it’s appea l is  the u n iversa lity o f the tool for m ea su rin g m otiva tion  
in  m anagers , its  a daptab ility and the fa ct tha t it w a s  one o f the firs t to des ign  
opera tiona l defin itions  o f M as low 's  need  class ifica tions .
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SECUR IT Y  NEEDS
Th e feeling o f security  in  m y m a n a gem en t pos ition  
SOCIAL  NEEDS
Th e opportunity, in m y m a n a gem en t position , to give help to other people.
Th e opportunity to develop close friendship in  m y m a na gem ent pos ition .
EST EEM  NEEDS
Th e feeling o f self-esteem a  person  gets  from  b ein g in  m y m a n a gem en t pos ition . 
Th e prestige o f m y m a n a gem en t pos ition  inside th e com pany (th a t is, th e rega rd  
received  from  oth ers  in  the com pany).
Th e prestige o f m y m a n a gem en t pos ition  outside the com pany (tha t is, th e rega rd  
received  from  oth ers  not in  the com pany).
AUTONOMY  NEEDS
The authority connected  w ith  m y m a n a gem en t pos ition .
Th e opportunity fo r independent thoughts and action in  m y m a n a gem en t pos ition . 
Th e opportunity, in  m y m a n a gem en t position , for participation in the setting o f 
goals.
Th e opportunity, in  m y m a n a gem en t position , for participation in the determination 
o f methods and procedures.
SELF -ACTUAL ISAT ION NEEDS
Th e opportunity for personal grow th and development in  m y m a n a gem en t pos ition . 
Th e feeling o f selffulfilment a  p erson  gets  b ein g in  m y m a n a gem en t pos ition  (tha t 
is, th e feelin g o f b ein g ab le to u se on e’s ow n u n iqu e capab ilities , rea lis in g on e’s 
poten tia lities ).
Th e feeling o f worthwhile a ccom p lishm ent in m y m a n a gem en t pos ition .
T ab le  2 .1  Por t er ’s Need  Sat isfact ion Quest i onnai r e (1961 )
Fried lande r (1963)
Fried la n der des igned  a  17 'sou rce o f sa tis faction  item s ' qu estionna ire to tes t 
M as low 's  theory, p a rticu la rly the exis tence and na tu re o f the needs  th a t w ere 
proposed . H is  sam ple p redom ina n tly cons is ted  o f p rofess iona l and  m a n a geria l 
w orkers  b u t a lso som e clerica l and sa les  s ta ff in a  M idw estern  U S A  m a n u fa ctu rin g
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com pany. U s in g fa ctor ana lys is  on the resu lts  th ree needs  w ere m easu red  b y his  
17 item s (Tab le 2.2):
F ac t o r 1
Th e w ork in g rela tion sh ip  I had  w ith  m y su pervisor w a s  very good  
I w a s  w ork in g u n d er a  su pervisor w ho rea lly kn ew  h is  job .
I w a s  w ork in g in a  grou p  tha t opera ted  very sm ooth ly and efficiently. 
M a na gem ent policies  tha t a ffected  m y w ork  grou p took in to cons id era tion  the 
persona l feelin gs  o f the em ployees .
I h ad  exception a lly good  w ork in g cond ition s  and equ ipm ent.
I felt secu re in  m y job .
Th e w ork in g rela tion sh ip  I had  w ith  m y co-w orkers  a t m y level w a s  very good. 
F ac t o r 2
Th e job  requ ired  the u se o f m y b est ab ilities .
I h ad  a  rea l feelin g o f a ch ievem ent in  the w ork  I w a s  doing.
I liked  the kind  o f w ork  I w a s  doing.
I received  a  pa rticu la rly ch a llenging a ss ignm ent.
I w a s  gettin g tra in in g and experience on the job  th a t w ere help in g m y grow th . 
F ac t o r 3
I felt th ere w a s  a  good chance tha t I'd  b e prom oted.
I w a s  expecting (or received ) a  m erit increase.
I received  a  pa rticu la rly cha llen gin g a ss ignm ent.
I w as  given  in crea sed  respon s ib ility in  m y job .
A  job  I did received  recogn ition  as b ein g a  pa rticu la rly good  p iece o f w ork.
T a b le  2 .2  Fr i edlander ’s 17 sour ce-of -sat i sfac t i on  i tems (1963 )
H u izin ga  (1970) la b elled  the fa ctors  fou nd  b y Fried la n der a ccord in g to M as low 's  
ca tegories . Factor one w a s  in terp reted  as love and  b elongin gness  needs  since it 
dea lt w ith  the rela tion sh ip  w orkers  have w ith  their su periors  and co-w orkers . 
Factor tw o w a s  the grow th  n eed  o f self- a ctu a lisa tion  s ince it dea lt w ith  the pride 
th a t w orker's  take in  th eir w ork, ab ilities  and grow th . Factor th ree w a s  in  close 
correspondence to the esteem  need  as the item s focu s  on the sense o f self- es teem  
and  respect and recogn ition  from  others  in the organ isa tion .
Th e job  sa tis fa ction  s tu dy show ed  su pport for th ree o f M as low 's  h u m an  needs  in
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the w orkp lace, and a lthou gh  the item s ca n n ot b e d irectly app lied  to a ll w orkers , 
th ey are m os t adaptab le.
H all & No ugaim  (1968)
H all and N ou ga im  a lso tested  the exis tence o f M as low 's  h iera rch y in  an 
orga n isa tiona l setting. Th eir rea son in g w a s  that:
“none that we have seen has explicitly employed his (M as low ) need 
levels and studied changes in need strength and satisfaction in a panel 
o f subjects over time” (p. 15).
Th ey tested  the h iera rch y over a  period  o f five yea rs  w ith  new  m a n a gem en t 
tra in ees  via  annu a l th ree-hou r in terview s. From  th is  data , n ine need  ca tegories  
w ere em p irica lly derived  tha t cou ld  b e su b su m ed  b y M aslow 's  ow n  need  
cla ss ifica tion s  (Tab le 2.3). E ach  need  w a s  then  con ten t ana lysed  and  given  need  
s trength  ra tings  ra ngin g from  1 (low  concern ) to 3 (s trong con cern ). A  secon d  score 
w a s  th en  given  to each  need  ca tegory reflectin g th e level o f sa tis fa ction  or 
d is sa tis fa ction  w ith  the need. Th e tota l ca tegories  m ea su rin g the needs  w ere th en  
collapsed  in to fou r need  levels , app roxim a tely the fou r h ighest p roposed  b y 
M as low  w h ere once aga in  phys iologica l n eeds  w ere d isca rded  and  th e fu rth er 
d eficiency need  o f au tonom y added. The h iera rch y w as  tes ted in  th ree w ays . Firs t 
w a s  static ana lys is  to m easu re the rela tion sh ip  b etw een  need  sa tis fa ction  and  
need  s trength  for a ll levels  w ith in  each  o f the five yea rs . S econd  w a s  cha nge 
ana lys is  to look  a t a ll the changes in need  sa tis fa ction  from  one yea r to the next, 
w h ich  w ere correla ted  w ith  changes  in need  s trength  at the n ext h igh er level 
du rin g the sam e tim e period . Th e fina l ana lys is  w a s  to m easu re the su ccess  o f the 
pa rticip a n ts  a ccord in g to their fifth  yea r incom e. From  these resu lts , H a ll and  
N ou ga im  assu m ed th a t n eeds  and sa tis fa ction s  w ou ld  change d ifferen tia lly. For 
the m ore su ccess fu l m anagers , grea ter secu rity and  rem u nera tion  w ou ld  follow  as 
w ou ld  h igher sa tis fa ction  and low  sa fety need  strength.
Th is  su ccess  ana lys is  w ou ld  tend  to a ssu m e tha t fin a ncia l su ccess  equ a tes  w ith  
the h igh er ordered  needs  o f M as low 's  h iera rchy, w h ich  m a y not b e an a ccu ra te 
m easu re o f the need. H all and N ou ga im  have a lso chosen  to perform  a  b roa d er 
in vestiga tion  o f the needs  on an annu a l b as is  than  the short- term  in terp la y o f the 
h iera rchy. A lthou gh  longitu d in a l stu d ies have th eir advanta ges , th ey can  a lso 
cau se repea t b ias  and  (pa rticu la rly for th is  case) ou ts ide factors  m a y b e
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in flu en tia l. N eeds  m a y change b ecau se o f a  person a l sou rce of m otiva tion  than  an 
orga n is a tiona l sou rce, thu s  qu estion ing the relia b ility and va lid ity o f the find ings .
SA FET Y
Safety  -  the need  to feel sa fe and  p repa red  for anyth in g tha t m igh t happen , 
h ow ever u nexpected . Th e need  to avoid  threat.
Structure -  the need  to have the w orld  p red ictab le and ordered, to avoid  
a m b igu ou s  s itu ations , and to b e dependen t on oth ers  for the in itia tion  of 
a ctivities.
Support and Approval -  concern  over acts o f notice, pra ise, or b la m e as  a  m ea ns  o f 
self- defin ition . Relying on op in ions  o f others for a ch ievin g self- es teem  and self­
con firm ation .
AFF IL IAT ION
Affiliation -  concern  over estab lish ing, m a in ta in in g or res torin g a  p os itive a ffective 
rela tion sh ip  w ith  another person  or grou p  in  the w ork  situ ation.
ACH IEVEMENT  AND ESTEEM
Achievement and Challenge -  the need  to com pete w ith  som e ch a llen gin g standa rd  
o f excellence, either in terna l or externa l.
Responsibility  -  the need  to hold  a  respons ib le pos ition  and/or to con trol the 
m eans  o f in flu ence over policy and other people. Respon s ib ility is u sed  here in  the 
sense o f a ccou n tab ility for the effects  o f on e’s ow n decisions.
SELF -ACTUAL ISAT ION
Meaning and Sense o f Purpose -  the need  to serve som e h igher cau se. A  des ire to 
see on e’s ow n w ork  as rela ted  to som e m ore a ll- encom pa ss in g goa ls .
Personal Development -  th e need  for d evelopm ent and  in tegra tion  o f p erson a l 
skills . Th e des ire to b ecom e com petent, skilfu l, and effective in a rea s  w h ich  are 
im porta n t to the in d ivid u a l and w h ich  are job - rela ted , w ith in  b road  lim its . 
Stimulation -  the need  for a ctivity w h ich  stim u la tes  cu rios ity and indu ces  
excitem ent. Th e need  for in teres ting w ork, for u n iqu e and va ried  experiences .
T ab le  2 .3  Hal l  and Nouga im  (1968 )
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Co nc lusio n
Th ere is no idea l m odel tha t can  b e app lied  to a  s tu dy o f w ork  m otiva tion , a ll have 
their w eaknesses , con trad ictory evidence or p rovide exp la na tion s  w ith  w h ich  the 
au thor does  n ot sym path ise. As  has  b een  show n in th is  chapter, M a s low ’s th eory 
a lso has its  criticism s, flaw s and a lterna tive exp la na tions , b u t it ha s  show n  to 
fu lfil a  n u m b er o f criteria  cons idered  im porta n t for th is  investiga tion , and  
h igh ligh ts  the w orth  of con tinu in g w ith  the m odel in  th is  research .
• Th e theory view s  m otiva tion  as a  drive for grow th , a ch ievem en t and 
im provem ent, w h ich  are clea rly va lid  in  ou r s ociety’s in terp reta tion  o f th is  
th rou gh  edu ca tion , w ork  and com m u n ity system s. The au thor has grea ter 
sym path y for these b as ic p rincip les  o f h u m a n is tic p sych ology th a n  any other 
in  the field.
• It cons iders  m otiva tion  in  its en tirety from  b a s ic b iologica l d rives  to rela tion s  
w ith  others and persona l grow th . Th e app lica tion  o f su ch  a  m odel is ra re in 
low er level w orkers , s ince the focu s  o f resea rch  tends  to be u pon  p a y as the 
p rim e m otiva tor, so the in vestiga tion  w ill m ake a  con trib u tion  to the resea rch  
b ase.
• O ther con ten t theories  o f m otiva tion  have b u ilt u pon  M as low 's  w ork, b u t have 
chosen  to grou p  together sou rces  o f m otiva tion  tha t a re of a  very d ifferen t 
natu re. It is the a u th or’s view  th a t these have over- s im p lified  the very es sen ce 
o f b ein g hu m an  th a t M as low 's  m odel has m a in ta ined .
• The theory is  a  m acro theory o f m otiva tion  tha t can  b e app lied  u n ivers a lly and 
so w ill p rovide stru ctu re to an in vestiga tion  o f the m otiva tion  o f la rge sam p les  
o f a ncilla ry s ta ff across  m any organ isa tions . It w ill p rovid e flexib ility in  
ta ilorin g the needs  to the pu b lic sector an cilla ry w ork  role and s tru ctu re in  
a llow in g the des ign  o f testa b le constru cts  on w h ich  com parisons  ca n  b e m ade, 
tha t w ill m eet the needs  o f the sponsorin g m anagers .
• M as low 's  m odel has  had  extens ive app lica tion  in s tu d ies of w ork  m otiva tion , 
w h ich  recom m ends  its  appropria teness , how ever these have p red om in a n tly 
focu ssed  u pon  m anagers  or profess iona ls . B y selectin g this  th eory in  resea rch  
o f m u ch  low er level a ncilla ry w orkers , a  con trib u tion  w ill a lso b e m a de to the 
b ody o f know ledge th a t is  M as lovian  psychology. E a rlier em p loym en t o f 
M as low 's  th eory in  the w orkp la ce a lso a ssists w ith  the opera tion a lisa tion  o f the 
needs  in this  settin g tha t w ill b e o f b enefit to the cu rren t in vestiga tion .
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O n con s idera tion  o f the field  o f m otiva tion  in p sychology and orga n isa tiona l 
b ehaviou r, grea ter w orth  has  b een  show n  for con tinu ing w ith  the exa m in a tion  of 
M as low 's  th eory o f hu m an  m otiva tion  in  the cu rren t investiga tion . U s in g previou s  
app lica tions , know ledge o f the sponsoring m anagers  and  other resea rchers , 
m easu res  w ill b e des igned  to test the appropria teness  o f each  o f the needs  
iden tified  b y M as low  to the m otiva tion  o f a ncilla ry staff. B efore th is  how ever, the 
thes is  w ill now  tu rn  to the popu la tion  u n d er cons idera tion , and the cu rren t 
policies  add ress in g the m otiva tion  o f N H S  a ncilla ry staff.
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Chapter three
L o w  W ag e  W o rk e rs in t he  NH S
In  m odern  ‘civilised ’ society the b a s ic su rviva l needs  are fu lfilled, if necessa ry b y 
w elfa re system s tha t gu a ran tee shelter and the fin a ncia l p rovis ion  for food. In  the 
sam e societies  h ow ever the m a jority have som e form  of pa id  em ploym ent, w h ich  
m akes  m on ey a  prim e sou rce for m ore ‘com forta b le’ su rviva l. B y con s iderin g those 
w h o are in  pa id  em p loym en t b u t receive less  m on ey for th is  it shou ld  b e poss ib le 
to eva lu a te w h eth er the redu ction  o f financia l resou rces  in flu ences  the exten t to 
w h ich  hu m ans  can fu lfil su rviva l needs  and w h eth er th is  s tifles m otiva tion  to fu lfil 
h igh er-order needs  and u ltim a tely self- actu a lisa tion .
A  w a y to cons ider th is  low  pa id  popu la tion  is  to focu s  on th eir m otiva tion  in  the 
w ork  settin g - the m ode th rou gh  w h ich  financia l resou rces  are ga in ed  and  ca n  b e 
secu red  for the fu tu re, and a lso advoca ted  b y M as low  as an id ea l a ren a  for th is  
(cited  in  S tephens, 2000, p. 112). Th is  b ecam e the ca se for the cu rren t resea rch , 
follow in g su pport from  a  n u m b er o f FM  m anagers  in  N H S  Tru sts  and U n ivers ities  
to id en tify the a ims, ob jectives  and d irection  o f the an cilla ry s ta ff u n der their  
m anagem ent. Th is  grou p  o f s ta ff clean, ca ter and porter w ith in  va s t orga n isa tion s  
th a t pos ition s  them  a t the very low est levels  o f the em ployee h iera rch y 
consequ en tly recom pen s in g the low est w a ges  for their w ork. M as low 's  m odel 
p rovides  a  s tru ctu red  yet flexib le approach  to investiga te the con ten t o f s ta ffs  
m otiva tion  and w h eth er a ll o f the needs  describ ed  in  the m odel are a pp rop ria te for 
the low  w a ged  sta ff. In  feed in g b ack these find in gs  to the sponsorin g 
organ isa tions , it a lso m akes  a  va lu ab le con trib u tion  to m a n a gem en t p ra ctice o f 
d es ign ing roles, w ork in g m ethods  and rew ards.
H ow ever, as show n in  C hapter 2, the m a jority o f a pp lica tion s  o f M a s low 's  m odel in 
the w ork  setting have cen tred  u pon  the m otiva tion  o f w h ite- colla r p rofess iona ls , in  
the form  of b ottom  and m idd le m anagers  in  p riva te com pan ies  (H a ll and  N ou ga im , 
1968; Law ler and S u ttle, 1972; O rpen, 1997) engin eers  (S hou ra  and  S ingh , 1999) 
or a ccou ntan ts  (M itchell and M ou dgill, 1976). N evertheless , w ith  su ch  
con tem pora ry issu es  in  the U K as the in trodu ction  o f a  N a tiona l M in im u m  W age 
as w ell as the effects  o f C om pu lsory C om petitive Ten d erin g and M a rket Tes tin g  in
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loca l cou ncils , hosp ita ls  and other pu b lic services12, the focu s o f u n ders ta n d in g 
m otiva tion  ha s  sh ifted  to those a ffected  - p redom in a n tly the low  w a ged  (B ach, 
1998; B r ief et al, 1997; C a rr et al, 1996). In com parison  to the p riva te com pany 
em p loyees  cons idered  in previou s  stu dies , the d irect in flu ence o f G overnm ent 
w ith in  pu b lic sector m a n a gem en t has  not b een  cons idered . Th e drivers  o f th is  
sector (to redu ce pu b lic spen d in g and ach ievin g va lu e for m oney) n ecess ita te a  
dynam ic service w ith  the ab ility to respond  to the con tin u a l in trodu ction  o f cost-  
cu ttin g in itiatives . O ften the w a ges  o f pu b lic sector em ployees  are h it to m eet the 
need  for savings, w h ich  fu rth er d is tin gu ishes  them  from  the cond ition s  
experienced  b y the sam ples  o f p reviou s  stu d ies o f M as low 's  theory w h o ca n  re ­
in ves t the p rofit th ey m ake. Th e in trodu ction  of the na tiona l m in im u m  w a ge in 
b oth  priva te and  pu b lic sectors  has  protected  the degree to w h ich  cos t cu ttin g can  
effect a lrea dy low  pa id  w orkers , b u t the im pact th is  w ill have on  their es teem  
n eeds  rem a in s  u nstu d ied .
A ccord in g to U n ison  (1997i), the pu b lic service tra de u n ion , w a ge in equ a lity in  the 
U K has soa red  in the la s t 18 yea rs  and the need for a  m in im u m  w a ge b ecam e 
trem endou s . W age in equ a lity w a s  grea ter a t the tim e o f w ritin g than  it w a s  a  
cen tu ry ago, w ith  the proportion  o f peop le on in com es  less than  h a lf th e avera ge 
w a ge in crea s in g from  8%  in  1982 to ju s t over 20%  b etw een  1990 and  1992. In 
Ap ril 1999, the B ritish  G overnm ent in trodu ced  the N a tiona l M in im u m  W a ge set at 
£3.60 an hou r for over 21 yea r olds. Th e in trodu ction  o f the w a ge is con s idered  to 
b e an in s tru m ent o f socia l policy, p rovid in g a  sa fety net th rou gh  w h ich  no one 
shou ld  fa ll, and en su ring the rela tive pos ition  o f the low es t pa id  does  not 
deteriora te any fu rther. Th is  w as  in crea sed  to £3.70 in  2000, to £4.10 in  2001, 
and in  O ctob er 2002 it rose to £4.20 an hou r.
C ooper (1998) reports  a  s tu dy o f the im pa ct o f the m in im u m  w a ge’s in trodu ction  
on hea lthca re w orkers . Accord in g to the s tu dy 1 in  10 h ea lthca re a ss is tan ts  
b enefited  from  the in trodu ction  o f the m in im u m  w age. W ith  rega rd  to n on -clin ica l 
a ncilla ry staff, often the low est pa id  w orkers  in the N H S , on ly a  h a n d fu l o f 
con tra ctin g firm s p rovid in g ancilla ry services  to the N H S  pa id  b elow  £3.60 an 
hou r. Set a t th is  rate, the m in im u m  w age w ou ld  have had a  m in im u m  im p a ct on 
the N HS , if any at a ll, thu s  su pporting the ca ll for their w a ge to in crea se (p. 6). For 
U nison, the h ighest concentra tion  o f low  p a y in  their m em b ersh ip  is  a m on g N H S  
a ncilla ry staff, w ith  96.4%  o f th is  grou p ea rn in g less than  £4.42 an  h ou r and  89%
12 T h i s  h a s  n o w  c h an g e d  to  Best  Value d e m o n st ra t i n g  t he  d y n am ic  n a t u re  o f  t h e  p u b l i c  se c t o r
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pa id  less  than  £4.00 an h ou r (1997ii, p .2-6). The N H S  is soon to roll- ou t 
(2003/04, 2004/05, 2005/06) a  10% increa se in  w a ges  over the n ext 3 yea rs  to 
m odern ise the pa y stru ctu re. Th ere w ill b e a  new  N H S  m in im u m  w a ge o f £10,100 
per year, equ iva len t to £5.16 an hou r, rep resen tin g an  11% in crease in  the 
m in im u m  N H S  sa lary. Th is  has resu lted  from  'Agen da  for C hange' n egotia tion s  
b etw een  U K H ea lth  D epartm ents , N H S  em ployers  and N H S  trades  u n ion s  th a t 
have b een  h a ppen in g s ince 1997. Th e new  p a y s tru ctu re is b ased  on eva lu a tion s  
o f job s , w ith  s ta ff h a vin g to dem onstra te their com petence in  the kn ow ledge and 
skills  th ey a pp ly to the role, and the stru ctu re has the flexib ility for em p loyers  to 
rew a rd  s ta ff for b ein g flexib le and takin g on new  qu a lifica tion s  and respon s ib ilities  
(D epa rtm ent o f H ea lth , N ovem b er 2002). Th e im pa ct o f th is  change on a ll N H S  
em ployees , b u t pa rticu la rly the reten tion  ra te o f an cilla ry s ta ff w ill b e o f grea t 
in terest.
C om pu lsory C om petitive Ten derin g (CCT) and  M a rket Tes tin g w ere in trodu ced  b y 
the B ritish  G overnm ent in  the pu b lic sector to s trive to im prove efficien cy .and cost 
effectiveness . S ervices  p redom in a n tly effected  b y the in itia tives  are those th a t 
typ ica lly em p loy the low est w aged  w orkers , n a m ely ca terin g and  clean in g.
Th rou gh  the cu tting o f job s  and  the redu ction  o f w ork er ’s hou rs  b y con tra ctors  
s tru gglin g to w in  the service contract, the trea tm en t o f low  w a ged  w orkers  ha s 
deteriora ted . Issu es  o f job  secu rity arise w h en  con tracts  are du e for ren ew a l and 
has b een  fou nd  to have deteriora ting effects  on m ora le and w ork  m otiva tion  
(Sm ith  et al, 1998). A t the Lab ou r Pa rty con ference (2000), the H ea lth  secreta ry 
recogn ised  tha t C C T had b een  ‘a  fa ilu re’, w ith  adverse effects  on qu a lity and  s ta ff 
(W eeks , 2001, p. 15). To rep lace C C T a  new  policy Better Value for Patients  w a s  
in trodu ced  in  2001 on w h ich  to b ase the p rovis ion  o f n on -clin ica l services , w h ere 
b oth  qu a lity and cost are the criterion  for aw a rd in g con tra cts13. W eeks  (2001) 
exp la in s  tha t
“the new emphasis on quality in support services and the 
announcement o f new investment in training for support w orkers are 
both w elcome”
since s ta ff a ffected  b y C C T and con tracted -ou t
| “no longer fee l part o f the team and are excluded from NHS employment
13 T h i s  re se a rc h  w a s  c o n d uc t e d  p r i o r  to  t he  d i sc h a rg e  o f  C C T  so  i t s e f f e c t s o n  m o t iv at io n  w i l l  be  
re f le c t e d  in  t he  re se a rc h
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| initiatives” (p. 15).
The app lica tion  o f M a s low 's  m odel to these changes  w ou ld  su ggest th a t C C T not 
on ly had detrim en ta l effects  on ph ys iologica l and sa fety needs  (pay &  job  secu rity), 
b u t a lso im pacted  on love and b elongin gness  and es teem  needs  (team  w ork in g &  
orga n isa tiona l system s). H opefu lly the in trodu ction  o f the new  in itia tive w ill 
im prove these sou rces  o f m otiva tion  for the a ncilla ry s ta ff and  tu rn  the focu s  to 
qu a lity o f service in stead  o f cost.
A s  p reviou s ly show n, in  today's  society, financia l rew a rd  does n ot necessa rily 
determ ine the sa tis faction  o f the b a s ic needs  for su rviva l. In s tead  it follow s  th a t 
peop le strive for m on ey to im prove the quality  o f ph ys iologica l su pport in  term s  o f 
gettin g b etter food, d rink and  shelter. W ork  is u nderta ken  to ga in  the fin ancia l 
m eans  to im prove the qu a lity o f ph ys iologica l needs, and so their qu a lity is 
im p licitly dependen t u pon  on e’s em p loym ent and pa y s ta tu s14. S ecu rity o f 
em p loym en t is  a lso a  s ign ifican t fa ctor in  fu lfillin g these b as ic needs  so one can 
ensu re financia l p rovis ion  can  con tinu e and needs w ill b e met. M otiva tion  w ill 
a ga in  d iffer a ccord ing to the level a t w h ich  these needs  can  b e m et and  so the 
a m ou n t o f fin ances  rew a rded  for w ork  b eha viou r shou ld  b e cons idered  w h en  
exa m in in g the relevance o f M as low 's  h iera rchy in  tod a y’s clim ate.
V ery little w ork  has  b een  condu cted  into the w ork  m otiva tion  o f low -w a ged  
w orkers  tha t does  n ot centre u pon  the pa y issu e. E ven  less  resea rch  has  b een  
condu cted  in to su ch  a  specific grou p  as a n cilla ry s ta ff in  the N H S . Th is  resea rch  
has derived  from  the need to fill th is  gap  as recogn ised  b y the au th or and 
su pported  b y the FM  m anagers . Th e app lica tion  o f M as low 's  m odel to these s ta ff 
in  s tru ctu rin g the s tu dy o f their m otiva tion  a lso adds to the th eoretica l field  since 
so m u ch  has  p reviou s ly focu ssed  on p rofess iona l and  m an a geria l pos ition s . The 
na tu re o f the pu b lic sector in du s try in  w h ich  the sponsorin g sa m ple w orks  w ill 
now  be cons idered  for the environm ent and opportu n ities  it crea tes  for a n cilla ry 
s ta ff to rea lise their m otivation .
The N H S  is  one o f E u rope’s la rges t em ployers  w ith  a  p roportion  o f th ose em p loyed  
on low  incom es. W ork  m otiva tion  resea rch  condu cted  in  the N H S  has 
p redom in a n tly looked  at w orkers  in  clin ica l services , in ves tiga tin g the m otiva tion  
and u su a lly stress  levels  o f doctors, consu ltan ts  and nu rses  (B rief et al, 1997;
14 T h i s  is n o t  a p p l i c ab le  to  w e a l t h y  p e o p le  w h o  d o  n o t  n e e d  to w o rk  to  surv iv e .
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C ooper, 1998). H ow ever, the com plete res tru ctu ring o f the N H S  since the ea rly 
1980s and in trodu cin g the in terna l m arket, have p la ced  in crea s in g p ressu re on 
n on -clin ica l hea lthca re su pport services  (H w ang et al, 1999, p. 293) so som e 
a tten tion  shou ld  b e given  to the im pa ct o f the changes  on s ta ff in  these areas. 
Th ese pressu res  are reflected  in  the low ering o f in com es  o f som e o f the a lrea dy 
low est-pa id  N H S  s ta ff b y cu tting w ork in g hou rs  w ith  a  knock-on  effect on job  
secu rity. S chofield  (1996) illu s tra ted  this  increa se in in secu rity su gges tin g th a t
“directly employed s taff halved over the decade, primarily due to the 
contracting-out process. Works s taff reduced by 54%, ancillary by 52% 
and maintenance by 39%. In 1984 these s taff groups accounted for 
22% o f the total workforce but this figure reduced to 11% in 1994”
(p. 54).
N H S  s ta ff w h o fa ll in to th is  ca tegory o f n on -clin ica l su pport service a n cilla ry s ta ff 
in clu de dom estics , porters  and ca tering sta ff. S om e in itia tives  have b een  
in trodu ced  to address  the grow ing concern  for these w orkers  o f the effects  o f cost-  
cu ttin g w ith  pa rticu la r a ttention  given  to their  m ora le, reflected  in  the a b u n da n ce 
o f p rogram m es  o f th is  natu re.
S ince Ap ril 2000 it ha s b ecom e com pu lsory for a ll Tru sts  to con du ct a n n u a l s ta ff 
a ttitu de su rveys to m on itor m ora le and m otiva tion , in clu d in g non -clin ica l s ta ff 
(D epa rtm ent o f H ea lth , 2000i). S pu rgeon  and B a rw ell (2002) report an  overa ll 
p ictu re o f s ta ff m ora le in  N H S  acu te and com m u n ity Tru s ts  in  2001 on 10 
a ttitu d in a l sca les  inclu ded  in  their su rvey. For a ncilla ry s ta ff th ey fou n d  s ligh tly 
nega tive a ttitu des  rela tin g to recogn ition  and independence, pa rticipa tion  in  
decis ion  m a kin g and equ itab le rew a rd  stru ctu re; n eu tra l a ttitu des  w ith  rega rd  to 
em pow erm en t and creativity, hea lth  and  sa fety and open  com m u n ica tion ; and  
s trong pos itive a ttitu des  for their rela tion sh ip  w ith  their  m anager, equ a lity o f 
opportu n ity, w ork  ob jectives  and role cla rity (p. 22-23). These resu lts  su gges t 
s ta ffs  es teem  is low , and  in itia tives  shou ld  focu s u pon  im provin g their 
opportu n ities  for recogn ition , independence and  em pow erm ent for exam p le 
th rou gh  su ggestion  schem es  and team  w orking.
A  selection  o f in itia tives  in trodu ced  in  the N H S  to address  the m otiva tion  o f its  
s ta ff w ith  pa rticu la r reference to a ncilla ry s ta ff w ill n ow  b e ou tlined. To a dh ere 
w ith  the cost- cu tting regim e o f the pu b lic sector, the m a jority o f the in itia tives  
in trodu ced  have b een  non -m on eta iy. C ons idera tion  w ill b e given  to a  n u m b er o f
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n a tiona l policies  a dvoca ted  b y the N H S  as w ell as those adop ted  b y ind ividu a l 
Tru s ts , and w ill be exam ined  for the environm en t they encou rage to a llow  
em ployees  the scope to recogn ise and m eet m otiva tiona l needs.
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N H S-w ide  P o li c i e s  
H e alth  A t  W o rk  In  T he  WHS
Th e H ea lth  E du ca tion  A u th ority in trodu ced  a  n on -m on eta ry in itia tive nam ed  
‘H ea lth  a t W ork  in  the N H S ’ (H AW N H S ) (1997) w h ich  w a s  a  long- term  in itia tive to 
ensu re the N H S  as an em ployer prom otes  h ea lth y w orkp laces  and  th ereb y 
con trib u tes  to the hea lth  and w ell- b ein g o f its  em ployees . In this  context, these 
term s refer to m en ta l hea lth  and m en ta l w ell- b ein g, in clu d in g stress  levels  and  job  
satis faction . Th e s tra tegy states,
“The NHS employs nearly one million people and is highly dependent
on its employees, therefore their well-being should be a priority” (p. V ).
S evera l su ggestions  are iden tified  in  the in itia tive for b etterin g the hea lth  of 
w orkers , in clu d in g m ore sensitive m a n a gem en t s tyles  for em p loyees ’ concerns , 
com m u n ica tin g m ore open ly w ith  em ployees  and p rovid in g h igher qu a lity 
in form ation  to em ployees  ab ou t the ru nn in g o f the hosp ita l and the N H S . In  term s 
o f the cu rren t investiga tion , keep in g s ta ff in form ed  and encou ra gin g their  
in volvem en t shou ld  develop  a  sense o f b elon gin g to the organ isa tion  and  so appea l 
to love and b elongingness  needs; and grea ter know ledge o f the pos ition  o f the 
organ isa tion  shou ld  address  the level o f es teem  s ta ff have in  their w ork  pos ition s . 
H AW N H S  illu stra tes  the recogn ition  tha t the N H S  has  for the w ell- b ein g o f its  
w orkers  and the need  to su sta in  and im prove. Th e stu dy, condu cted  as a  ca ta lys t 
for the in itia tive, su rveyed  the op in ions  o f 8,500 N H S  s ta ff from  14 ou t o f over 400 
N H S  Tru sts  in  the U K. W ith  a  response ra te o f 56%, qu estionna ire b a sed  
responses  o f ra ndom ly selected  N H S  em ployees  w ere the fou nda tion  for the 
in itia tive. H AW N H S  policy appea rs  to reflect qu ite va lu a b le issu es  for N H S  s ta ff in  
term s o f their hea lth  in  the w orkp lace, how ever th e su rvey da ta  does  n ot d ep ict a  
s ta tis tica lly represen ta tive sam ple o f N H S  w orkers  across  Tru sts  and so p rovid es  a  
b linkered  view . As  a  G overnm ent agent, the H ea lth  E du ca tion  A u th ority shou ld  
have ta rgeted  m ore Tru sts  and their em ployees  to en su re a  w ide va riety o f s ta ff 
grou ps  w ere inclu ded . U n fortu na tely there is no evid ence o f the effect th a t the 
in itia tive has had.
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E fforts  have a lso b een  m ade b y the N H S  to im prove the second  o f M as low 's  hu m an  
needs  - sa fety. In crea s ingly h ea lthca re w orkers , in clu d in g a ncilla ry sta ff, a re 
exposed  to phys ica l harm , for exam ple,- on  a  regu la r b as is  porterin g s ta ff dea l w ith  
violen t pa tien ts  and su ffer phys ica l in ju ries  from  liftin g and ha n d lin g pa tien ts  and 
fu rn itu re; and dom estic s ta ff are exposed  to in fectiou s  d isea ses, b iologica l agents 
and  sha rpes  or n eed les tick  in ju ries . Th e H AW N H S  (1997) resea rch  fou nd  th a t 29%  
o f an cilla ry s ta ff w ere pa rticu la rly concerned  ab ou t the ph ys ica l s tra in  in  their job , 
29%  w ere concerned  ab ou t the a ir qu a lity and 25%  w ere concerned  ab ou t the 
tem pera tu re in  w h ich  th ey had  to w ork  (p. 30). These a nxieties  o f s ta ff w ith  
w ork in g cond ition s  can  b e addressed  w ith  the in trodu ction  of p rep a ra tory and 
a nnu a l tra in in g in  hea lth  and  sa fety, liftin g and hand ling. Th rou gh  these tra in in g 
program m es, the phys ica l sa fety n eeds  o f s ta ff w ill b e addressed  and con sequ en tly 
shou ld  redu ce s ickness  ab sence levels  and their a ccom pa n yin g costs. A ccord in g to 
M as low 's  theory, w h en  th is  n eed  is  deprived  it w ill dom inate so s ta ff w ill devote a  
s ign ifica n t proportion  o f their tim e avoid ing these dangers  at the expense o f tim e 
spen t on their w ork. In  th is  sense therefore, the in trodu ction  o f su ch  in itia tives  
can  b e rega rded  as m otiva ting N H S  em ployees  b y a ddress in g their  sa fety needs.
M anagem e nt  St y le s
W illiam s  et al (1998) exam ined  the m a na gem ent s tyles u sed  in the N H S  for their 
effect on the phys ica l hea lth  and p sychologica l w ell b ein g o f the w orkforce and 
their su b sequ ent w ork  m otiva tion . Key w ork  factors  a ssocia ted  w ith  ill hea lth  
in clu ded  w ork  overload  and  pressu res , la ck  o f p a rticip a tion  in  decis ion -m a kin g 
and  con trol over w ork, u n clea r m a na gem ent and roles, and poor socia l su pport in 
the w ork  p la ce (p. 21). In  term s o f M as low 's  theory o f hu m an  m otiva tion , th is  
w ou ld  dem onstra te a  deficien cy in  esteem  needs , in  s ta ffs  rela tion s  w ith  
m anagers , as little rega rd  has  b een  received  from  s ign ifican t others.
The sam e stu dy cons idered  the a ssocia tion  b etw een  m a n a gem en t style and 
s ickness  ab sence levels . Ill hea lth  cau s ing ab sence has fu n da m en ta l fin a n cia l 
im p lica tion s  for any organ isa tion , and for the N H S  th is  m eans  the recru itm en t o f 
tem pora ry rep la cem ent w orkers  to m a in ta in  s ta ffin g levels , w h ich  is  a  costly 
solu tion. W illia m s et al (1998) illu stra tes :
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“extrapolating estimates from individual studies to the current pay  
scales and staffing in the NHS (England) suggests that the sickness 
absence rates o f 5% or more are costing the NHS over £700 million a 
year” (p. 24).
In  com pa rin g styles  of m a n a gem en t and sickness  a b sence levels  a cross  d ifferen t 
types  o f Tru s ts  th rou ghou t the cou ntry, W illiam s et al fou nd  low er ra tes  o f 
psych ologica l d is tu rb ance a m ongst the w orkforce in  Tru s ts  ch a racteris ed  b y
“smaller size, greater co-operation, better communication, more 
performance monitoring, a stronger emphasis on training and allow ing 
s taff more control and flexibility in their w ork” (p. 20).
S m a ller s ized  organ isa tion s  w ith  grea ter co-opera tion  shou ld  appea l to w ork ers ’ 
love and b elongingness  needs, a ccord ing to M as low 's  model, w ith  th eir sense o f 
feelin g pa rt o f the cu ltu re o f the organ isa tion  and a  team  m em b er. M ore 
perform a nce m on itorin g can som etim es  b e oppress ive, b u t for th ose w ith  a  good  
level o f p erform ance their esteem  w ill poten tia lly im prove, w h ich  w ill b e a ss is ted  
b y b etter com m u n ica tion  as th is  is  the channel for con ta ct w ith  su periors . Th e 
em phas is  on tra in ing can  a lso go tow a rds  a ch ievin g es teem  needs  in the 
in ves tm en t show n  b y the organ isa tion  in  the w orker, b u t cou ld  a lso appea l to self-  
a ctu a lisa tion  w ith  the opportu n ity tra in ing p rovid es  for grow th  and developm ent.
W illiam s  et al recom m end  im provem ents  in  two w a y com m u n ica tion  to in crea se 
s ta ff in volvem en t (address ing esteem / love and b elongin gness  needs ); en h a n cin g 
tea m w orking and in crea s in g con trol over w ork  (a dd ress in g esteem/  love and 
b elongingness  needs ); eva lu a ting w ork  dem ands; and im provin g em p loym en t 
secu rity and w ork in g environm ents  for N H S  s ta ff (a ddress in g ph ys iologica l and 
sa fety needs) (p. 13). Th is  resea rch  is  p ra ctica l and the recom m en da tion s  are 
rea listic. Respons ib ility for a cting u pon  the recom m enda tion s  fa lls  u pon  
G overnm ent M in isters , w herea s  im p lem enta tion  rem a ins  w ith  the Tru st, H ea lth  
Au th orities  and G enera l Practitioners . Advice b orne ou t o f the resea rch  for a  
su ccess fu l style o f m a n a gem en t in  the N H S  to redu ce sickness  ab sence, can  b e 
cha racterised  as a  com b ina tion  o f b oth  Th eory Y  and  Z  m a n a gem en t th a t appea ls  
to the deficiency needs  o f the w orker - sa fety, love &  b elongin gness  and  esteem .
M anagem ent rela tion s  for s ta ff in  the N H S , as in a ll indu stries , are cru cia l to 
w orker m otiva tion . M anagers  u s in g the Th eory Y  and  Th eoiy Z  s tyles o f
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m a n a gem en t have an in crea s in gly open  rela tion sh ip  w ith  their  em p loyees , fostered  
th rou gh  h aving an 'open  door' policy w here em p loyees  are encou raged  to m ake 
su gges tion s , com pla in ts  and tra in in g  requ ests . S ta ff appra is a ls  are a lso a  m ore 
form a l m eans  b y w h ich  th is  rela tion sh ip  is form a lised . U su a lly, on an annu a l 
b as is , em ployers  eva lu a te w ork  perform ance a longs ide a  n u m b er o f criteria  w ith  
the em ployee rega rd in g h ow  sa tis fied  they are in  their  job , w here th ey feel 
developm en t is  necessa ry, ta rgets  they have to w ork  tow ards , and  a ss is tance the 
em p loyer can  offer to ach ieve these needs. Appra isa ls  a lso p rovide the opportu n ity 
for em ployers  to p rovide em p loyees  w ith  feedb a ck on their w ork  b ehaviou r, w here 
im provem ents  can  b e m ade and good  perform ance can  b e recogn ised . Th rou gh  
these m eetings  em ployees  are m ade aw are o f their con trib u tion  to the organ isa tion  
and  w here th is  con trib u tion  can  b e im proved  or m ade m ore efficien t. In  term s  o f 
M as low 's  theory these p rocesses  shou ld  address  the es teem  needs  o f the w orker in  
th e rega rd  they receive for their p erform ance and the opportu n ity for su ggestions , 
as w ell as their love and  b elongingness  needs  as the m a na ger show s  an  in teres t in 
their  developm ent.
T e am w o rk
Th e N H S  Plan  (2000) set ou t a  clea r line o f ob jectives  for the service over the n ext 
10 yea rs , w ith  one p rim e a im  b ein g to shape the service a rou nd  the needs  o f the 
pa tien t (p. 4). Th e jou rn ey tha t pa tien ts  u ndertake w as  p lotted , id en tifyin g a ll the 
ta sks encou ntered  and d ia gnostic procedu res  and types  o f ca re delivered , and  
from  this the n ecessa ry skills , know ledge and qu a lifica tion s  needed  o f s ta ff have 
b een  considered . The a im  is  to redu ce the ‘p rocess ion  o f fa ces ’ th a t the p a tien t 
com es  in to con tact w ith  and to do this  th ere is a  n eed  to crea te m u ch  sm a ller 
in tegra ted  team s. Roles are determ ined  b y a ssessm ent o f pa tien t need  (N a tiona l 
W orkforce Taskforce, 2002). A lthou gh  th is  has  m a jor im p lica tion s  for clin ica l 
team s, non -clin ica l services  shou ld  a lso m eet th is  recom m enda tion  o f 
tea m w orkin g as their services  have b een  recogn ised  in  the N H S  Pla n  to grea tly 
in flu ence the p a tien t’s experience (e.g. clean liness , food).
W ith in  teams, m em b ers  have sha red  ob jectives  in  rela tion  to th eir w ork; h a ve to 
in tera ct w ith  each  other to a ch ieve sha red  ob jectives ; have m ore or less  w ell 
defined  roles; have an organ isa tiona l identity; and their p erform a n ce.a ffects  oth ers  
in s ide or ou ts ide the organ isa tion  (B orrill &  W est, 2002). In  term s o f M a s low 's  
theory, it is  p red icted  tha t w ork in g in team s shou ld  im pa ct on m em b ers ’ love and 
b elongin gness , as th ey prom ote co-opera tion  and socia lisa tion  o f the w orkforce.
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S om e m anagers  w ith in  in d ividu a l N H S  Tru s ts  a lrea dy u se tea m w ork in  non-  
clin ica l a n cilla ry w orkers , b y d ivid ing w orkers  in to sm a ll grou ps  o f 6-12 th a t are 
m anaged  b y a  team  leader. Th e team  leader, u su a lly a  hands -on  an cilla ry w orker, 
and  often  a  form er m em b er of the grou p w ho ha s  a ch ieved  p rom otion , is 
respon s ib le for the tra in ing, sh ift p lan n in g and genera l effectiveness  o f the team. 
Th ey b ecom e in  essence self-m anaged  w ork  team s  or au tonom ou s  w ork  grou ps . 
The team  m em b ers  report to the team  leader and approach  them  w ith  requ ests , 
su gges tion s  and for advice, and the team  leaders  report to the service m a nagers  
on a  w eek ly b as is . Tea m s  are not on ly u sed  for everyda y w ork in g p ra ctices  in  non-  
clin ica l services, b u t a lso to address  pa rticu la r issu es . W orkin g pa rties, qu a lity 
circles  and steering grou ps  are u sed , w h ere a  selection  o f ‘sh op - floor’ an cilla ry 
w orkers  com e together w ith  Tru s t m anagers  and  sen ior m anagers  to d iscu ss  
releva n t is su es  fa cin g the Tru st, su ch  as new  u n iform s  or new  m odes  o f w ork in g 
(Sm ith  and C la rk, 1999). The em pow erm ent crea ted  for s ta ff th rou gh  tea m -b a sed  
w a ys  o f w ork in g shou ld  p rim a rily appea l to their es teem  needs  as it s igna ls  tru s t 
and  rega rd  from  a  w orkers ' su periors , and m ore opportu n ity for recogn ition  
th rou gh  d irect contact.
O f cou rse, as w ith  a ll in itiatives , su ccess  is b ased  not on ly on the style o f 
m anagem ent, b u t a lso u pon  the ind ividu a ls  w ith in  the organ isa tion . E lm u ti (1997) 
poin ts  ou t th a t n ot a ll em ployees  are m otiva ted  in  their  w ork  th rou gh  
em pow erm ent; n ot a ll w orkers  m ake good team  p layers ; som e em p loyees  m a y fea r 
n ew  m a n a gem en t s tra tegies , and som e m a y s im p ly b e res is ta n t to cha nge (p. 236). 
H ow ever the recom m enda tion s  o f the N H S  Plan and  the p rom otion  o f tea m w ork in g 
in  the HR in the NHS Plan consu lta tion  docu m ent, w ill u n dou b ted ly in crea se the 
u se o f tea m w orkin g th rou ghou t the N H S  as the focu s  sh ifts  tow ards  m eetin g the 
needs  o f the pa tients .
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Lo c al/ T rust  P o l i c ie s
O ther in itia tives  have b een  des igned  and in trodu ced  b y in d ividu a l N H S  Tru s ts  to 
a ddress  the m otiva tion  o f the su pport service w orkforce th a t a re n ot adopted  b y a ll 
Tru s ts . Th ere n ow  follow s  a  selection  o f these loca l policies  w ith  con s idera tion  of 
the needs  th ey are des igned  to add ress .
M anage m e nt  By  W alk ing  A bo ut
N on -m on eta ry in itia tives  have a lso b een  p resen ted  a t Tru s t- level. A  qu es tionna ire 
su rvey adm in is tered  b y a  Tru s t in  1995 o f a ll sta ff, b oth  clin ica l and  non -clin ica l, 
u n covered  a  gen era l feelin g o f a  la ck  o f d irection  b y the m a n a gem en t and 
in effective m eth ods  for tw o-w a y com m u n ica tion  (B ritish  In s titu te for Facilities 
M anagem ent, 1998). Accord in g to M as low 's  m odel th is  shou ld  cau se a  d eficiency . 
in  eith er es teem  or love and  b elongingness  needs  w h ere the in d ividu a l la cks 
rega rd  from  others  and  does  n ot feel p a rt o f or loved  b y the organ isa tion  du e to 
com m u n ica tion  fa ilu re. In  response to the qu estion n a ire find in gs , the Tru s t 
in trodu ced  M a na gem ent b y W a lk in g A b ou t (M B W A). In  th is  in itia tive Tru s t sen ior 
m a na gers  w ou ld  m ake schedu led  and u nsch edu led  vis its  to w a rd s  and  other areas  
o f the Tru s t on a  regu la r b as is , in  order to b e seen  as a ccess ib le and  vis ib le b y the 
sta ff. S evera l w h iteb oa rds  w ere a lso pu t u p a rou nd  the Tru s t to add ress  the issu e 
o f tw o-w a y com m u n ica tion  for b oth  in form a l and form a l com m u n ica tion . Th rou gh  
Focu s  G rou p  in terview s  in  1997 w ith  nu rs in g au xilia ries , d eroga tory feelings  w ere 
u n covered  rega rd in g the in itia tives . N a m ely s ta ff felt m ore con trolled  and sp ied  on 
w ith  the M B W A and  hu m ilia ted  b y the w h iteb oa rds . Th is  h ad  b een  in terp reted  b y 
w orkers  as in d ica tors  o f a  low  level o f tru s t b etw een  them selves  and  their 
em ployers , w h ich  stifled  h igher levels  o f m otiva tion . N ot a ll in itia tives  are 
su ccess fu l, b u t from  the resea rch  the em ployers  u n covered  the p rob lem  and 
elim in a ted  one w a y in  w h ich  to address  th is . Fu rth er con s idera tion  w a s  then  
n eeded  in  the Tru s t to address  the love and b elon gin gn ess  and  es teem  needs  o f 
em p loyees  th rou gh  im provem ents  in  com m u n ica tion  (p. 34).
T rain ing  Oppo rtun it ie s
D evelopm ents  in  w ork in g practices  th rou gh  the tra in in g o f b oth  clin ica l and non -  
clin ica l w orkers  a lso address  s ta ffs  m otiva tion , and  are p red icted  to address  
M as low 's  love and b elongingness , es teem  and  p oten tia lly the grow th  n eed  - self-
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actu a lisa tion . A s  pa rt o f the M odern is in g Agenda , the N H S  Pla n  (2000) p ledged  to 
develop  the w id er hea lth  ca re tea m  and for th is  s ta ff w ith ou t a n y form al, 
p rofess ion a l tra in in g n ow  have access  to an In d ividu a l Lea rn in g Accou nt. Th is  is 
an  a nnu a l a llow ance o f £150 for each  ind ividu a l th a t is  a va ila b le for w ork- rela ted  
lea rn in g u n derta ken  w ith  loca l colleges, th a t cou ld  range from  cu stom er service 
cou rses  to m ore form a l qu a lifica tion s  su ch  as N a tiona l V oca tion a l Q u a lifica tions  
(N VQ s). Th ose th a t a re appropria te for a ncilla ry s ta ff in clu de th e N VQ  in  C lean in g 
and  B u ild in g In teriors  and  N VQ  in  Food Prepa ra tion . Th e m a in  rea son  for the 
in trodu ction  o f N VQ s b y the G overnm ent w a s  to enha nce the com petence and the 
level o f tran s ferab le skills  to the w orkforce and th rou gh  tra in in g th is  w ill im prove 
s ta ffs  self- con fidence from  recogn ition  (S chofield , 1996). Fu rth er tra in in g 
in itia tives  ava ila b le to a ncilla ry s ta ff in  the N H S  inclu de C ity and  G u ilds  tra in in g 
w h ere Tru s ts  colla b ora te w ith  loca l colleges  and  u n ivers ities , and  in clu des  b as ic to 
advanced  food  hygiene certifica tes , cu stom er care, IT system s and  B ritish  In stitu te 
in  C lea n in g S cience Proficien cy C ertifica te (S m ith  et al, 1998). A lth ou gh  self­
d evelopm en t m a y b e m otiva tin g for som e it m a y n ot b e for all.
Th e va lu e o f N V Q s has  b een  qu estioned  b y H u rs t (1997) w h o poin ts  ou t th a t it is 
u n clea r to w h a t exten t em ployers  recogn ise N VQ s, and  the effect th a t su ch  
qu a lifica tion s  have on recru itm en t and reten tion  in  the N H S  (p. 208) as an 
in d ica tor o f s ta ffs  m otiva tion . A ccord in g to M as low 's  th eory and  p reviou s  
opera tiona lisa tions , recogn ition  ach ieved  via  tra in in g shou ld  appea l to w orker’s 
love and  b elongingness  needs  in  the sense th a t the orga n isa tion  is  seen  to b e 
in ves tin g in  the em ployee or address  es teem  needs  in  the recogn ition  s ta ff receive. 
Tra in in g cou ld  poten tia lly a ddress  em p loyees ’ s elf- a ctu a lisa tion  needs  as th is  
p rovid es  the opportu n ity for grow th , b u t th is  is  determ in ed  b y the exten t to w h ich  
persona l and organ isa tiona l n eeds  a re a ligned  and  the va lu e th a t the em ployee 
p la ces  on  these opportu n ities .
Func t io nal f le x ibi l i t y  and M ult i -sk i l l ing
O th er w ork  b a sed  p ractices  tha t have b een  in trodu ced  in to in d ividu a l Tru s ts  have 1 
a ris en  from  the n eed  for grea ter flexib ility in  the la b ou r force. Th e roles  th a t som e 
s ta ff perform , b oth  clin ica l and non -clin ica l, h ave now  b een  expanded , and  to do 
th is  th eir skills  have had  to increase. S ta ff have n ow  b ecom e multiskilled w h ich  
can  b e defined  as:
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 “the training o f people to perform two or more traditionally separate 
roles” (Akh lagh i and M ahony, 1997, p. 66).
Fu n ction a lly flex ib le w orkforces  are a rgu ed  to im prove efficien cy in  the 
m a n a gem en t o f la b ou r b ecau se o f a  redu ction  o f ‘id le tim e’, th e in ten s ifica tion  o f 
w ork  and  the ab ility to redep loy s ta ff across  a reas  o f w ork  to m eet dem and  
(Kelliher, D escom b re &  M acfa rlane, 2002). Th is  type o f w ork in g a lso a llow s  for the 
service to b e m ore u ser- focu ssed  ra th er than  one b a sed  on specia lism , and  so 
shou ld  b ecom e in crea s in gly w idesp rea d  across  a ll s ta ff follow in g the p ledges  o f the 
N H S  Plan  (2000). In  ta k in g a  m ore holis tic a pp roach  to service delivery, pa tien t 
n eeds  can  then  b e m on itored  and m et and so p rovid in g a  h igh er qu a lity service.
Akh la gh i and M a h on y (1997) are one o f the few  th a t have cons id ered  the im pa ct o f 
in trodu cin g m u lti- sk illin g in to N H S  a ncilla ry s ta ff to p rovide for grea ter fu n ction a l 
flexib ility. A t th is  level m u ltisk illed  roles  a re a  resu lt o f m ergin g typ ica lly d is tin ct 
dom estic, ca terin g and  portering roles. E n titled  W a rd  H os tes ses ’, W a rd  
H ou sekeepers ' or 'S u pport Tea m  W orkers ' m u ltisk illed  a n cilla ry s ta ff b rin g food  
and  d rin k  to the pa tien t a t the b edside, clean , change b eds , p rovid e lin en  top -u p  
services  and  condu ct low - level m a in tena nce (p. 68). N VQ s and  in -h ou se tra in in g 
a re a ttached  to the developm ent o f the m u ltisk illed  w orker and so on ce aga in  can  
b e p red icted  as a dd ress ing the love and b elongingness  and  es teem  needs  o f the 
w orker, and  poten tia lly their grow th  need.
Th ey fou nd  a ncilla ry s ta ff w elcom ed  m u lti- sk illin g and fu n ction a l flexib ility for 
severa l reasons . Firstly, it p rovided  opportu n ities  for lea rn in g d ifferen t skills , w ith  
th e p rospect for ca reer d evelopm ent and w a ge in crea ses . A lso w ith  a  grea ter 
va riety o f w ork  skills , em ployees  b ecam e m ore em p loya b le in  the job  m arket, 
m a kin g redep loym en t in crea s ingly poss ib le as opposed  to redu n da n cies  (ib id. p. 
69).
S u sp icion  w a s  a lso a  response tha t w a s  eviden t how ever, p a rticu la rly from  m a n y 
skilled  and  older w orkers  w ho felt th rea tened  w ith  the p rospect o f lea rn in g n ew  
skills  in  a  short tim e sca le, a fter the yea rs  n eeded  to develop  their  own. S om e 
w orkers  view ed  the n ew  w a ys  o f w ork in g as in crea s in g job  in secu rity b y deva lu in g 
their exis tin g skills  and the pride taken  in  the service p rovid ed  d im in ish ed  as th e 
n ew  role w a s  cons idered  u n skilled  (ib id.).
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Kelliher, D escom b re and  M acfa rlane (2002) have su ggested  th a t p rob lem s  often  
a rise w ith  im p lem en tin g fu n ction a l flex ib ility w h en  there is
“a tradition o f clearly demarcated occupational boundaries, often 
supported by strong professional associations and an increasing move 
towards specialisation” (p i) .
Th is  cou ld  b e tru e for the older a n cilla ry w orkers  m en tion ed  b y Akh la gh i and 
M a h on y w h o have b een  in  the occu pa tion  for a  lon ger period , and h a ve join ed  
th eir ow n  p rofess ion a l a s socia tion s  or a re active m em b ers  o f tra de u n ions  
(p a rticu la rly for the m a le dom ina ted  role o f porters ). In  their s tu dy how ever, 
Kellih er et al con s ider trad itiona l p rofess iona l b ou n da ries  to b e less  releva n t to 
cen tra l services  a ncilla ry staff.
For fu nctiona l flexib ility to su cceed  Kellih er and  R iley (2002) recom m en d  th a t it 
needs  to b e com p lem ented  b y other sym pathetic H R policies  (p. 237). For exam ple, 
if fu nctiona l flexib ility in crea ses  s ta ffs  p rodu ctivity th en  rew a rd  m ech a n ism s  
shou ld  reflect th is , and if fu rther skills  and com petencies  a re expected  o f the 
em ployee then  adequ a te tra in in g shou ld  b e given . Th ere a lso needs  to b e 
com m itm ent from  the top  o f the organ isa tion  and  a  clea r fra m ew ork  o f 
m a n a gem en t for s ta ff th a t a re redep loyed  in to th is  w a y o f w ork in g (p. 241).
A  n ew  fu n ction a lly flexib le role tha t has  b een  in trodu ced  N H S -w id e follow in g the 
N H S  Plan  is  the 'W ard  H ou sekeeper', and is  s im ila r to the m u ltisk illed  roles 
iden tified  b y Akh la gh i and M ahony in  in d ivid u a l Tru s ts  in  1997. Th is  role a im s  to 
enhance pa tien t ca re b y p rovid in g a  seam less  n on -clin ica l service on  the w a rd  tha t 
w ill h elp  clin ica l s ta ff to deliver b a s ic a spects  o f care. Th e W ard  H ou sekeeper is 
respons ib le for su pervis ing the pa tien t food  d elivery and  en su rin g th a t th ey en joy 
a  clean , w ell-m a in ta in ed  environm ent and as su ch  is  a  m ergin g o f the tra d ition a l 
dom estic, ca terer, porter and low  level m a in ten a n ce roles , b u t is  ded ica ted  to 
w a rd s  and the pa tien ts  on the w ard . The N H S  Pla n  s ta tes  th a t h a lf o f a ll hosp ita ls  
in  the U K w ill h a ve W ard  H ou sekeepers  in  p la ce b y 2004
“to ensure that the quality, presentation and quantity o f meals meets 
patient needs; that patients, particularly elderly people, are able to eat 
the meals on offer; and that the service patients receive is genuinely  
available round-the-clock." (section 4.17)
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Im p lem en ta tion  o f the fu n ction a lly flex ib le role shou ld  con sequ en tly b e su ccess fu l 
as:
❖  it ha s  com m itm en t from  the top, in  th a t it is  a dvoca ted  b y the G overnm ent, so 
D irectors  o f Facilities  or those develop in g and in trodu cin g the role therefore 
have a  du ty to m ake it su cceed;
❖  it is  a  n ew  role w ith  clea r lines  o f respons ib ility, th a t rests  w ith  the w a rd  
m anager, th u s  a llow in g for grea ter in tegra tion  in to the w a rd  team;
❖  it h a s  a  h igh er p a y sca le than  other specia lis t a n cilla iy roles , as gu idance 
recom m en ds  it b e in trodu ced  a t su pervisory level;
❖  and  tra in in g and developm en t accom pan ies  th e role, w ith  N V Q s in  W ard  
H ou sekeep in g cu rren tly b ein g developed  (N H S  E sta tes , 2002).
Th e level o f m u lti- sk illin g th a t th is  n ew  role offers  is  p red icted  to a ddress  the 
es teem  needs  o f the w orker in  term s o f M as low 's  m odel, b eca u se o f the in crea se in  
the range o f skills , know ledge and  com petencies  as w ell as  closer con ta ct w ith  the 
pa tien ts . Th is  cou ld  a lso develop  love and b elon gin gn ess  needs  from  the close 
tea m  rela tion s  w ith  a ll s ta ff on the w ard , or p erh a ps  es teem  from  recogn ition  from  
su periors  on the w a rd  (e.g. nu rses , d ieticians , w a rd  m anagers ).
P ro m o t io nal P ro spe c t s
Prom otiona l p rospects  are a  d is tinctive form  o f w ork  m otiva tion  th a t a ccord in g to 
h is  descriptions , cou ld  b e cons idered  to appea l to M as low 's  cla ss ifica tion s  o f love 
and  b elongingness , es teem  needs  and u ltim a tely self- a ctu a lisa tion  in  cases  w here 
the ind ividu a l b ecom es  a ll th ey can  b ecom e. For the N H S , and specifica lly for 
low er level sta ff, p rom otiona l p rospects  have im proved  th rou gh  the ch a n gin g 
m a n a gem en t s tru ctu res  w ith in  Tru sts . B ach  (1998) exp la in s  th a t the 
respon s ib ility for em p loym en t practices  has  b een  delega ted  from  cen tra l 
govern m en t to loca l level, w h ich  has  relea sed  Tru s t m a n a gers  from  the 
b u rea u cra tic s tru ctu res  and  p re- reform ed  N H S  (p. 566). W ith  the in trodu ction  o f 
n ew  w a ys  o f w ork in g in  the N H S , su ch  as fu nctiona l flexib ility in clu d in g w a rd  
h ou sekeep in g (w hich are m ore w a rd -b a sed  w ork in g p ractices ) th e p rom otion a l 
p rospects  open  to an cilla ry s ta ff in  the N H S  have im proved . W a rd  b a sed  team  
w ork in g has  p rovided  a n cilla ry s ta ff w ith  the opportu n ity for m ore sen ior 
pos itions , su ch  as team  leader, and  ha vin g su ch  su ggestion  opportu n ities  as 
w ork in g pa rties  and s teering grou ps. The in trodu ction  o f in itia tives  to a dd ress
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prom otion a l p rospects  is  d ependen t u pon  an open  and  co-opera tive style o f 
m a na gem ent, like th a t d escrib ed  in  Th eory Y  or Z.
Sugge st io n  Schem e s
S u ggestion  schem es  are
“a formalised mechanism w hich encourages employees to contribute 
constructive ideas fo r improving the organisation in which they w ork” 
(M ilner et al, 1995, p. 4)
and  have a lso b een  in trodu ced  in  N H S  Tru sts . In  a  docu m ent is su ed  b y the 
C a b in et O ffice in  1998 (Service First) pu b lic service m a n a gers  w ere en cou ra ged  to 
ga in  feedb a ck  from  their s ta ff th rou gh  su ggestion  schem es . S ta ff w ere recogn ised  
in  th is  docu m en t as the m ost in form ed  o f cu stom ers  needs, and  th is  kn ow ledge 
shou ld  b e u sed  to b etter the service. N o schem es  w ere su ggested  how ever, for 
ga th erin g th is  feedb ack. In s tead  it w a s  recom m en ded  tha t
“for many services, a simple form, and discussions at regular 
meetings, w ill be enough. Or you could set up a group to collect and 
consider suggestions. Promote s taff suggestion schemes actively rather 
than simply expecting passive feedback. Build in ways o f passing on 
this feedback to decision-makers”.
Loca lly des igned  schem es  w ere encou raged  w ith  th eir b enefits  ou tlin ed  as 
a llow ing:
“positive and negative feedback on services; shows you value front-line  
staff; shows how you are open to suggestions and comments; source o f 
instant information about what happens w hen people use your service” 
(ib id., C hapter 6).
S u ch  schem es  range from  su ggestion  b oxes  in  the s ta ff room  and  a w a rd  sch em es  
for su ggestions , to the m ore Th eory Z  tools  for m a n a gem en t o f qu a lity circles , s ta ff 
open  foru m s  and  w ork in g pa rties . D epend in g on  th e style o f m a n a gem en t p res en t 
in  the in d ividu a l Tru s t (typ ica lly a  Th eory Y  is  m os t appropria te) s ta ff su gges tion  
schem es  can  a lso inclu de open door policies  for s ta ff to com e to th eir m a n a gers , 
team  b riefs  and  s ta ff appra isa ls  (S m ith  et al, 1998i). S u gges tion s  m a de th a t ca n  b e
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im p lem en ted  in  the organ isa tion  are often  rew a rded  w h ich  ca n  b e m on eta ry or 
som e other form  o f recogn ition . Th e resu lts , as w ell as the s im p le a va ila b ility for 
s ta ff to m ake su ggestion s , w ou ld  b e expected  to appea l to M a s low 's  love &  
b elon gin gn ess  and  es teem  need  cla ss ifica tion s . Th rou gh  con su ltin g s ta ff on issu es  
and  seekin g ideas  from  them , the N H S  can  b e seen  to va lu e and  respect th eir s ta ff 
in  w h a t th ey can  give to m anagem ent. W hen  a  su gges tion  is  recogn ised  and 
im p lem en ted  it w ou ld  b e expected  to a lso appea l to an  in d ivid u a l’s es teem  needs, 
b oth  self- es teem  and  es teem  from  others , du e to the rega rd  th a t it gen era lly 
a ccom pan ies . M ilner et al (1995) cite Petri in  su pportin g th is  cla im , s ta tin g th a t
“it is the recognition from their colleagues that employees value above 
any monetary or gift award. The benefits gained in terms o f greater 
morale and increased employee involvement are likely to outweigh by  
fa r the financial investment” (p. 4)
Inv e st o rs In  People
Ind ividu a l Tru s ts  can  a lso a tta in  the G overn m en t’s Investors  in  Peop le (IiP) Aw ard , 
w h ich  iden tifies  em ployers  as recogn is in g the va lu e o f its  w orkers  and  is su es  
rela tin g to their w ork  m otiva tion . IiP  w a s  in trodu ced  in  1990 as a  na tiona l 
standa rd  for im provin g an orga n isa tion ’s perform a nce th rou gh  its  peop le.
Ava ila b le to b oth  the pu b lic and priva te sectors , IiP  en cou ra ges  a  w ork in g 
en viron m en t w h ich  recogn ises  the skills  and in ven tiven ess  o f its  p eop le b y 
crea tin g a  h igh ly skilled  and  flexib le w orkforce, to im prove th e com petitiven ess  o f 
the U K ’s indu stries  (Investors  in  Peop le U K, 1997, p. 2). S u pportin g the in itia tive, 
Ap p leb y and  Ja ckson  (2000) advoca te that:
“successful organisations are those that have placed the involvement 
and development o f people at the heart o f their business strategies ’’
(p. 54)
For N H S  Tru s ts  to ach ieve the aw ard  th ey have to in corpora te su ch  in itia tives  as 
those m en tion ed  ab ove or s im ila r, th a t m otiva te the w orkforce. S evera l N H S  
Tru s ts  have ga ined  IiP  follow in g the in trodu ction  o f N V Q s  and  oth er s ta ff tra in ing, 
su ggestion  schem es, em ployee aw ards  and  im proved  com m u n ica tion  b etw een  
m anagers  and  w orkers . Th e in itia tive n ot on ly im proves  b u s in ess  perform a nce, 
b u t can  a lso b e p red icted  as a dd ress ing severa l levels  o f m otiva tion . Love and  
b elongingness  needs  m a y b e addressed  th rou gh  the in ves tm en t the organ isa tion
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h a s  show n  tow a rds  the w orkers ’ developm en t; and  es teem  needs  m a y b e 
s tim u la ted  th rou gh  the in trodu ction  o f tra in in g and  d evelopm en t th a t encou ra ges  
a  pos itive eva lu a tion  o f on eself and  from  others ; self- a ctu a lisa tion  is  a lso a  
poten tia l m otiva tor depen d in g on  the grow th  th a t tra in in g a llow s  and  an y 
resu ltin g im provem en t in  p rom otiona l p rospects .
A lth ou gh  th is  in itia tive ha s  b een  in trodu ced  in to the N H S  as a  m ea n s  o f 
m otiva tin g w orkers  to p rovide an efficien t and p roficien t pu b lic service, often 
em p loyees  su ffer from , as G ill (1996) pu ts  it, “in itia tive overloa d”. H e h a s  identified  
a  change in  the psych ologica l con tract (an  u n w ritten  s et o f expecta tion s  b etw een  
em p loyer and  em ployee) in  the N H S . Previou s ly th e N H S  p rovided  a  jo b  for life’, 
and  th rou gh  con tin u ed  loya lty and ha rd  w ork, p rom otion a l p rospects  w ere pa ra llel 
to em p loyees ’ length  o f service. A  n ew  psych ologica l con tra ct has n ow  developed  
th a t reflects  the ever- ch a n gin g w orkp la ce follow in g from  the d evelopm en t o f 
technology, d ela yerin g and  w orkforce dow nsizing. N ow  the con tra ct m irrors  the 
need  for w orkers  to ga in  n ew  skills  and for the N H S  to su pport th em  in  th is  qu est 
to im prove th eir em ployab ility. G ill fou nd  N H S  em p loyees  often  perceived  th is  n ew  
psych ologica l con tra ct as one-w ay. W orkers  are n ow  m ea n t to b e flexib le, develop 
n ew  skills  and  b e rew a rded  d ifferently, and yet get little in  retu rn , a pa rt from  their 
job , as fa r as cost im provem en t a llow s (p. 35-36 ). Th e N H S  as a  p u b licly fu nded  
and  su b sequ en tly cash  lim ited  service, is  u n a b le to m eet the ca reer a sp ira tions  
and  m otiva tion s  o f a ll its  em ployees  a t a ll tim es. H ow ever th rou gh  the in trodu ction  
o f IiP  it is  seen  to b e a ttem ptin g to fu lfil th is  resp on s ib ility as a  la rge em ployer.
NHS M indse t
A  fin a l n on -m on eta iy form  o f m otiva tion , poin ted  ou t b y Keys  (1998), p res ides  in 
and  is  u n iqu e to th e N H S. H e exp la in s
“in the NHS, we are immensely lucky in that another very pow erful 
motivator operates -  the desire to help patients get w ell In few  other 
organisations is the altruistic motive so strong” (p. 27).
It is  u n clea r w h eth er he on ly in clu des  clin ica l s ta ff in  th is  s ta tem ent, b u t non-  
clin ica l s ta ff h ave a lso b een  fou nd  to va lu e the con ta ct th ey have w ith  hosp ita l 
pa tien ts , and is  a  m a jor m otiva tin g force for them  in  their  w ork  (S m ith  and  C lark, 
1998). Th e d irect con tact th a t em ployees  have w ith  pa tien ts  in  th eir recovery and 
the feedb a ck  received  firs t hand  from  pa tients , is  a  grea t m otiva tor. W ith  the
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in trodu ction  o f th e pa tien t focu s sed  w a rd  h ou sekeeper role for n on -clin ica l staff, 
th e m in d set w ill a ga in  b e fa cilita ted . Th is  sou rce o f m otiva tion  w ou ld  m os t 
a pp rop ria tely b e exp la in ed  b y M as low 's  es teem  need  (b oth  ego and  self-esteem ) 
a nd  to som e exten t the grow th  need  for self- a ctu a lisa tion . Th rou gh  dea lin g w ith  
pa tien ts , N H S  em ployees  experience atten tion , app recia tion  and respect, w h ich  
d rives  the w a y forw a rd  for the rea lisa tion  o f on e’s self- a ctu a lisa tion , b y b ecom in g 
a ll one can  b ecom e and fu lfillin g on e’s pu b lic du ty. S tretton  (1994) su ggests
“self-actualisation in the sense o f a coincidence o f personal and public 
duty in the consciousness and motivations o f its public servants, is the 
best the public sector can hope fo r” (p. 148).
In  th is  sense em ployees  have to a lign  their p erson a l m otiva tion s  w ith  their  w ork  
m otiva tion s  in  order for self- a ctu a lisa tion  to b e ach ieved , w h ich  M a s low  in  fa ct 
recom m en ded  for su ccess fu l w ork  m otiva tion .
Co nc lusio n
Th is  cha pter has review ed  a  selection  o f in itia tives  des ign ed  to address  the w ork  
m otiva tion  o f N H S  s ta ff and  pa rticu la rly n on -clin ica l a n cilla ry sta ff. A s  a  pu b lic 
service the N H S  is  lim ited  b y the ava ila b ility o f fu nds, and  su b sequ en t a ttem pts  a t 
m otiva tion  have b een  essen tia lly n on -m on eta ry in  natu re.
Th e in itia tives  tend  to develop  the ind ividu a l and  fa cilita te th eir grow th  and  so ca n  
b e p red icted  to appea l to the h igh er-order h u m an  needs  describ ed  b y M a s low  
ra th er than  ph ys iologica l and  sa fety n eeds  w h ich  have p reviou s ly b een  
opera tiona lised  w ith  financia l m eans . Love and b elon gin gn ess  needs  are p red icted  
to b e n u rtu red  b y the in trodu ction  o f tea m -b a sed  w orkin g, in  the closeness , 
resp ect and reliance crea ted  w ith  co-w orkers; and the a w a reness  o f su ch  
in itia tives  m a y crea te a  sense o f b elon gin g to an orga n isa tion  and  feelin g va lu ed  b y 
the organ isa tion  or the m anager.
E steem  needs  shou ld  b e addressed  as w ell th rou gh  m a n a gem en t driven  
p rogram m es , su ch  as su ggestion  schem es , a ppra is a ls  and  m eetin gs . Th ese a llow  
a ccess  to m a nagers  to report view s  and op in ions  on the service and  w ork, w h ich  
to som e exten t dem onstra tes  respect b etw een  the em p loyees  and  the em ployer.
Evaluat ing  the appl icabi l i ty o f  Ma sl ow’s  theory o f  mot i vat i on in anci l lary st a f f
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Respect often  appea ls  to the es teem  ga ined  from  others  as w ell as th a t ga in ed  from  
oneself.
Tra in in g opportu n ities , the developm en t and a cqu is ition  o f n ew  skills  and  poss ib le 
p rom otion a l p rospects  follow in g the a ch ievem ent o f qu a lifica tion s , cou ld  a lso b e 
in terp reted  as a dd ress ing es teem  needs  and poten tia lly the grow th  n eed  - self-  
a ctu a lisa tion . Th ese p rogram m es  p rovide the chance for in d ivid u a ls  to b ecom e a ll 
th ey can  b ecom e and  b etter them selves , s a tis fyin g the ego and  self- a ctu a lis a tion . 
Th is  w ou ld  on ly b e a ssu m ed  how ever if the w orker su ccess fu lly a ligned  their  ow n  
person a l n eeds  w ith  those o f the organ isa tion  and  so hold  su ch  tra in in g w ith  h igh  
rega rd . A lth ou gh  grea ter scope for p rom otion  has b een  crea ted  w ith  the adoption  
o f tea m -b a sed  m eth ods  o f w ork in g in  N H S  non -clin ica l services, n ot a ll tra in in g 
can  gu a ra n tee prom otion . Tra in in g in  itself, h ow ever has b een  accepted , in  
previou s  exa m ina tion s  o f M as low 's  theory, as  an in d ica tion  o f th e orga n isa tion  
and  m a n a gers  in vestm ent in  sta ff, and so shou ld  appea l n ot on ly to the es teem  
needs  o f the w orker th rou gh  enhancem ent, b u t a lso the n eed  for love and  
b elon gin gn ess  to the team, organ isa tion  and service.
N ow  th a t the poten tia lities  for m otiva tion  have b een  cons id ered  for the des ign a ted  
sam ple in  the opportu n ities  ava ilab le to them , and  M as low 's  th eory ha s  b een  fu lly 
cons idered  w ith  previou s  app lica tions  con tem p la ted  in  C h a pter 2, the resea rch  
qu estion s  for the cu rren t in vestiga tion  can  now  b e form a lised .
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R e se arc h  M e t h o do lo g y  
R e se arch  Quest io ns
Th is  is  a  focu ssed  p iece o f resea rch  to investiga te the a p p lica b ility o f M as low 's  
m odel o f m otiva tion  in  a  very d ifferen t grou p o f w orkers  w h o h a ve p reviou s ly b een  
ign ored  in  m otiva tion a l resea rch . Th e resea rch  respon ds  to the n eed  o f a  grou p  of 
N H S  fa cilities  m a na gers  to a ssess  the m otiva tion  o f the a n cilla ry s ta ff u n d er their 
respons ib ility. B ecau se the m a na gers  have com m iss ion ed  the resea rch , it can  b e 
cons idered  a  n ecessa ry and  w orth y con trib u tion  to the p ra ctica l field. A s  one o f 
th e la rges t em p loyers  in  E u rope, the hea lthca re a rm  o f the pu b lic sector is  a lso 
cons idered  a  w orth w h ile settin g for eva lu a tin g the m otiva tion  o f its  w orkers , s ince 
the organ isa tion  and its  w orkforce is  so va s t and  fra gm ented . Resea rch  in to th e 
m otiva tion  o f N H S  w orkers  h ow ever is  tra d ition a lly focu ssed  on clin ica l s ta ff su ch  
as n u rses  and doctors , w ith  n on -clin ica l em p loyees  often  d is rega rded . Th is  
resea rch  in to the m otiva tion  o f n on -clin ica l an cilla ry s ta ff in  the N H S  w ill fill th is  
gap.
M as low 's  th eory o f m otiva tion  w a s  selected  for th is  in ves tiga tion  as it is  cons idered  
to offer a  com prehens ive exp lana tion  o f the com p lexities  o f h u m a n  m otiva tion  that 
others  h a ve over- s im p lified , and w h ich  can  b e opera tiona lised . A s  sh ow n  in 
C h a pter 2, M as low 's  th eory p rovides  a  pos itive view  to b ein g h u m a n  in  the drive 
for p erson a l grow th  and developm ent (hu m an ism ) com pa red  to others  th a t su ggest 
th a t m otiva tion  is  pu rely determ ined  b y con d ition in g (b ehaviou ris t), th e socia l 
en viron m en t (socia l constru ctivis t), genetic p rogra m m in g (evolu tion a ry 
psychologis t) or sexu a l fru stra tion ! (p sychoana lyst). O th ef exp la n a tion s  o f 
m otiva tion  th a t w ere iden tified  in  the orga n isa tiona l b eh a viou r litera tu re eith er 
focu ssed  u pon  s im p lifying M as low 's  th eory or con s iderin g the p rocess  o f 
m otiva tion  ra th er than  w h a t w orkers  a re m otiva ted  by. S in ce M as low 's  th eory 
p rovides  a  com prehens ive exp lana tion  o f b oth  the com pos ition  and  p rocess  o f 
m otiva tion  -  one s till m u ch  u sed  in  H R texts  - and  b eca u se th ose sp on sorin g the 
resea rch  w ere p rim a rily in terested  in  u n d ers ta n d in g the con ten t o f th eir s ta ffs  
m otiva tion , th is  m odel w a s  selected  to s tru ctu re the investiga tion .
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Previou s  stu d ies  have con s idered  w ork  m otiva tion  u s in g M a s low 's  m odel in 
m a n a gers  (Porter, 1961; Fried lander, 1963; Rob erts  et al, 1971); fa ctory w orkers  
(A lderfer, 1966; Payne, 1970); eng ineers  (M itchell and  M ou dgill, 1976; S hou ra  and 
S ingh , 1999); and  sa lesperson s  (B erl et al, 1984) b u t n on e ha ve focu ssed  u pon  
low er level w orkers  or those in  the U K pu b lic sector. C on sequ en tly th is  resea rch  
a lso m a kes  a  va lu a b le con trib u tion  to know ledge in  the field s  o f m otiva tion a l 
resea rch  and  orga n isa tiona l b ehaviou r.
Th e p rim e a im s o f the PhD  therefore w ere to tes t th e fit o f th is  m odel to a  new  
grou p  o f w orkers  and from  th is  to id en tify p ra ctica l sou rces  o f m otiva tion  in  their 
w ork  role, th a t h ave s ince b een  fed  b a ck  to those com m iss ion in g the investiga tion  
for a pp lica tion  in  the field.
To exam ine the fit o f M as low 's  m odel to the w ork  m otiva tion  o f a n cilla ry s ta ff two 
m a jor p ropos ition s  o f the th eory w ill form  the Resea rch  Q u es tion s15.
I. D oes  hu m an  m otiva tion  cons is t o f five needs  n a m ely ph ys iologica l, sa fety, 
love &  b elongingness , esteem  and self- a ctu a lisa tion?
II. Is  the dynam ic na tu re o f m otiva tion  describ ed  b y M a s low  th rou gh  the 
dep riva tion -dom ina tion  and  gra tifica tion -a ctiva tion  cycle su pportab le in  the 
resea rch  popu la tion?
Th e app lica b ility o f these tw o p ropos ition s  w ill b e con s idered  in  the resea rch  and 
w ill determ ine the fit or appropria teness  o f M a s low 's  m od el for h u m a n  m otiva tion . 
W ith in  th is  ch a p ter there now  follow s  an  exp la na tion  o f the a pp roa ch  selected  for 
th is  investiga tion .
M e t h o do lo g i c a l  A ppro ac h
Th is  section  o f the thes is  (C hapters  4 - 1 1 )  cons id ers  th e resea rch  m eth od ology 
and  resu lts  for tes tin g the tw o resea rch  qu estion s  s ta ted  ab ove. Th e firs t section  
cons iders  the app lica b ility o f h is  cla ss ifica tion  o f h u m a n  m otiva tion  in to five needs  
(C hapters  5 -  10), and  the second  section  tests  the dep riva tion -dom in a tion -
15 T h e  t e rm  ‘h y p o t h e s i s ’ h a s  n o t  b e e n  u s e d  a s  t h i s i s p r im ar i ly  e m p lo y e d  in  p sy c h o lo g y  l i t e ra t ure  
a n d  t h is re se a rc h  i s re la t e d  m o re  to  o rg an i sa t i o n a l  be h av i o u r .
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gra tifica tion -a ctiva tion  cycle th a t the m otiva tion a l needs  are cla im ed  to take 
(C ha pter 11).
Th e resea rch  m eth odology had  to b e su fficien tly flexib le to a ccom m oda te the needs  
o f the key s takeholders  as w ell as those o f tes tin g a  theoretica l m odel. S ince the 
resea rch  w a s  b ein g fu nded, the tim e sca les  and  p ra ctica l focu s  o f the sponsorin g 
clien ts  had  to b e in corpora ted  in to the approach . C onstra in ts  in clu ded :
❖  a void in g ga th erin g da ta  a t th eir b u sy tim e o f yea r  (D ecem b er-Janu a ry);
❖  in corpora tin g the clien ts  n eed  for a  set o f d a ta  on  th eir s ta ffs  m otiva tion  
com pa red  to the others  in  the Foru m  a t an ea rly s ta ge o f the resea rch  in  order 
for them  to ju s tify fu rth er fu n d in g in  th is  area ;
❖  ca terin g to an in h eren t b ia s  in  the sponsor popu la tion  for qu a n tifia b le d a ta 16 
ra th er than  an approach  w h ich  m igh t appea r over theoretica l;
❖  th e tim e lim ita tion  o f h a vin g to ga ther, ana lyse and  report resea rch  resu lts  
w ith in  9 m onth  periods  (Foru m  yea rs )17;
❖  a dh erin g to fin a ncia l restrictions , en su rin g the tim e a lloca ted  a n d  chosen  
a pproa ch  fell w ith in  b u dget.
Th e constra in ts  d id  n ot stop the resea rch  m a kin g a  va lid  and  n eces sa ry 
con trib u tion  to a  p ractica l field. Th e m eth odologica l app roach  d id  h ow ever have to 
b e seen  to yield  resu lts  for a ll sponsors  ra th er than  an  extens ive th eoretica l 
p relu de. E a rly u se o f ph enom enologica l d a ta  w a s  th erefore ru led  ou t. Th e a u th or’s 
ju d gem en t in  des ign in g qu es tion s18, in  consu lta tion  w ith  a  s teerin g grou p  from  the 
Foru m  w a s  accepted  b y the rem a in in g sponsors
M a na gers  w ith in  W estern  organ isa tions  in  b oth  th e pu b lic and  p riva te sectors  
tend  to b e p ra ctica l and ra tiona l ra th er than  th eoretica l and  idea lis tic, so the 
developm en t and na tu re o f know ledge th a t is  m os t a ppea lin g to th em  w ill reflect 
their na tu re. A s  H annab u ss  (2001) poin ts  ou t
“Management prides itself on its pragmatism: w e know w hat we know  
w hat's w hat It is often the basis o f experiential knowledge, the kind 
we live through, often find hitting us unexpectedly, leading to slightly
16 a n  e p i st e m o lo g i c a l  l e an in g  w h i c h  t h e  r e se a r c h e r  c o n f e sse s  to  sh a r in g .
17 D u r i n g  t h i s 9  m o n t h  p e r io d , 2  o t h e r  re se a rc h  p ro je c t s  a re  b e i n g  u n d e r t a k e n  f o r  t he  F o ru m ,  
w o rk sh o p s  o rg an i se d , a s  w e l l  a s  a d  h o c  r e se a rc h  c o n su l t an c y  w o rk  t h a t  F M G C  w in s . I n  re a l  
t im e  3  m o n t h s  o r  6 0  w o rk i n g  d a y s  a re  d e d i c a t e d  to  t h e  r e se a r c h  o v e r  a  9 m o n t h  p e r i o d .
18 t h e o re t i c a l ly  b a s e d  o n  M as lo w 's  d e sc r ip t i o n s  a n d  p re v i o us  o p e ra t i o n a l i sa t i o n s .
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| more confidence and knowledge the next time.* (p. 359).
M a na gers  therefore have to u n ders ta n d  in form a tion  in  th eir exper ien ces  and  see 
its p ra ctica l w orth  for it to b ecom e know ledge. M a n y fa cilities  m a n a gers  ha ve 
p rofess ion a l b a ckgrou n d s  th a t rela te to eng in eerin g, p rop erty or su rveyin g (B IFM , 
1999, p. 9) so their p rofess iona l norm s  tend  to b ia s  them  tow a rds  kn ow ledge 
exp ressed  as ob jective sta tistics , focu ssed  on  u n d ers ta n d in g th e ca u ses  and 
solu tion s  to even ts  and  b eing, or a ppea rin g ab le, to logica lly p red ict fu tu re events, 
w h ich  in evita b ly in flu ences  their on tologica l a ssu m ptions . It w a s  essen tia l 
th erefore for the resea rch  to p rodu ce in form ation  on  orga n isa tion a l b eh a viou r in  a  
form  th a t the sponsoring m a na gers  va lu ed  for it to m a ke a  con trib u tion  to their 
kn ow ledge and  to in crea se the chance o f the resea rch  b ein g received  as a  w orthy, 
p ra ctica l con trib u tion . In  essence an  ep is tem ologica l s tance w h ich  som e m igh t 
la b el p os itivis t w a s  essentia l.
O ver th e yea rs , m y experience o f w ork in g w ith  the m a n a gers  in  the Foru m  has  
sw ayed  m y p referen ce for s ta tis tica lly rob u s t fin d in gs  th a t can  b e con fid en tly 
genera lised  to w id er popu la tions . W ith  this , I tend  to fa vou r a lso a  pos itivis tic 
a pp roa ch  th a t can  reach  a  la rge n u m b er o f peop le and  qu a n tify th eir  su b jective 
op in ions/  attitu des . H ow ever I a lso take the stance th a t it is  im p orta n t to 
u n ders ta n d  how  in terp reta tion s  and su b jective kn ow ledge h a ve developed  to give 
fu rth er m ea n in g to the ob jective s ta tistics , so w ou ld  a lso a dvoca te the u se o f a  
phen om en ologica l approach  as th is  w ill com p lem en t the in ves tiga tion  and en rich  
th e a rea  o f stu dy. W ith  m y grea ter sym pa th y for a  h u m a n is tic exp la n a tion  for 
m otiva tion , I do take as given  th a t hu m ans  are in d ividu a ls  w ith  thou ghts , feelings  
and  am b ition s  and th a t th ey deserve firs t h a n d  a tten tion  in  the resea rch  process . 
W h eth er th is  is  a t the b egin n in g o f the resea rch  to help  des ign  the p os itivis tic 
m ethod  or a fterw a rds  to enrich  the ob jective sta tis tics , it is  a  va lu a b le s tage to 
in clu de. Th is  approach  w ill o f cou rse n ot b e a ppropria te for a ll a rea s  o f s tu d y du e 
to b oth  cos t and  tim e lim ita tions , as w ell as the n a tu re o f the a rea  b ein g s tu d ied  
and, if com m iss ioned , the captive au dience.
W ith  th is  su pport for eclectic resea rch , the au thor en cou ra ged  the k ey 
s takehold ers  to a lso cons ider sponsoring fu rth er m ore p h en om en ologica l 
a pp roa ches  to u nders ta nd  the m ean ing, view s  and  op in ion s  b eh in d  the 
qu a n tita tive resu lts . Th is  approach  w a s  su pported  b y the clien ts  b u t th ey on ly 
a greed  to the com b ined  m eth odology a fter th ey had  ob jective d a ta  w ith  w h ich  to 
com pare th eir s ta ffs  m otiva tion  w ith  others  in  the Foru m .
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Fu rth er deta ils  are p rovided  a b ou t the m eth odologica l a pp roa ch  b elow , b u t b r iefly 
the firs t s tage w a s  des igned  to m eet the needs  o f the clien ts  to ga th er a  
com pa ra b le set o f da ta  on  s ta ff m otiva tion . Th is  w a s  u n derta ken  u s in g the 
tra d ition a lly pos itivis tic tool o f a  qu estionna ire in  w h ich  the con cepts  M as low  u sed  
in  h is  m od el w ere opera tiona lised  and pa rticipa n t’s su b jective view s  on  these 
concepts  w ere ga thered  in  an  ob jective w a y to tes t the Resea rch  Q u estions . The 
m otiva tion a l rea lity th a t the an cilla ry s ta ff develop  from  th eir p a s t experiences  and  
the environ m en t th a t su rrou nds  them  in  the w orkp la ce h a d  to b e ga th ered  in  a  
w a y th a t cou ld  b e ob jectified  to a llow  w id e com parisons , and  the qu estionna ire 
w a s  the m os t appropria te tool. In  selecting th is  m eth od  the resea rch er w a s  
in depen den t from  th a t w h ich  w a s  b ein g resea rched , and  so b rou gh t no b ia s  to the 
pa rticip an ts ' responses . Th e des ign  w a s  s ta tic and  the ca tegories  w ere isola ted  
b efore the stu dy, so the pa rticipa n ts  had  no determ in a tion  over des ign , w h ich  
aga in  a llow ed  it to b e ob jective o f their b eliefs , a lth ou gh  it did in corpora te th ose o f 
the au thor, m a nagers  and others  w h o had  tes ted  M a s low 's  theory. Th is  m eth od  
can  a lso reach  a  la rge grou p  o f s ta ff a cross  a  w ide area , and  so w a s  condu cive 
w ith  the needs  o f the sponsoring organ isa tions . Im porta n tly, th e d a ta  th a t w as  
p rodu ced  had  h igh  relia b ility and so genera lisa tion s  cou ld  b e m a de a b ou t the 
app lica b ility o f M as low 's  model.
A s  a  hu m a n is tic th eoiy how ever, M a s low ’s m odel cou ld  b e in terp reted  as 
su pportin g the adoption  o f the ph enom enologica l pa ra d igm  w ith  an  em pha s is  on 
m ore person -cen tred  and su b jective m eth odologies  to cap tu re the experiences  and 
in terp reta tion s  o f th e ind ividu a l. Th e m a n a gers ’ la ter su pport o f a  
phen om en ologica l m eth odology enab led  th is , u n d ers ta n d in g the su b jective view s  
o f the a n cilla ry s ta ff in  a  su b jective w ay. A  series  o f focu s  grou ps  w ere in clu ded  in  
the resea rch  des ign  to ch eck  the va lid ity o f the ob jective qu es tion n a ire data . In  
th is  p rocedu re the pa rticipan ts  in evita b ly in flu en ced  the form a t and  stru ctu re, 
s ince firs t h and  da ta  w a s  ga thered  th rou gh  a  p rocess  o f in tera ction  w ith  the 
resea rch er and other s ta ff in  the grou p. Th is  resea rch  p rocess  th erefore em erged  
com pa red  to the s ta tic approach  o f the qu estionna ire. Th e text o f the 5 focu s  
grou ps  w a s  u sed  to iden tify the persona l know ledge and  u n d ers ta n d in g o f the 
an cilla ry s ta ff th a t had  developed  th rou gh  their experiences . Pa ttern s  o f 
m otiva tion  w ere iden tified  tha t a llow ed  a  grea ter u n d ers ta n d in g o f th eir m otiva tion  
and  its  va lida tion . For the pu rposes  o f the resea rch  in  tes tin g Resea rch  Q u estion  I, 
the s ta ffs  su b jective view s  can  then  b e ob jectified  th rou gh  cod in g to a llow
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com parison  w ith  the ob jective find ings  o f the qu estion n a ire and  to once aga in  be 
m ea n in gfu l to the FM  m anagers .
F igu res  4.1 and  4.2 across  illu stra te the overa ll m eth odologica l stru ctu re th a t has  
b een  adopted  for testin g  each  resea rch  qu estion  and  p rovides  a  gu ide for th is  
section  o f the thes is .
To tes t Resea rch  Q u estion  I, the investiga tion  w a s  s tru ctu red  in to tw o m a in  stages  
as show n  in  the flow  cha rts  (Figu res  4 .1a  &  4.1b ). Th e firs t s ta ge gives  fu ll 
cons idera tion  o f the app lica b ility o f M as low 's  n eeds  to the m otiva tion  o f th e N H S  
a n cilla ry w orkers , u s in g b oth  pos itivis t and  phen om en ologica l m ethodologies . The 
second  stage looks  a t the m otiva tiona l com pos ition  o f the H E  a n cilla ry s ta ff and is 
com pa red  w ith  th a t fou nd  for the N H S  sta ff. A ll th e resu lts  are cons id ered  
a ccord in g to w ork  grou p  and gen der to ch eck  the relia b ility o f the find in gs . Th is  
app roa ch  then  a llow s  a  thorou gh  investiga tion  o f the m otiva tion  o f the N H S  
w orkers  as w ell as M as low 's  m odel o f m otiva tion  u s in g the HE , w ork  grou p  and 
gen der exam inations .
Th e resea rch  b egin s  w ith  an exp lora tory qu estionna ire m ea su rin g the m otiva tion  
o f one grou p  o f a ncilla ry s ta ff -  porters . In  1997 m a n a gers  in  the N H S  FM  
Resea rch  Foru m  sponsored  an  in vestiga tion  in to the m otiva tion  o f th eir porterin g 
s ta ff in  the con text o f a  m ore genera l b en ch m a rkin g exercise a cross  the 25 N H S  
Tru s ts  con cern ed 19, so the da ta  had  to b e ga thered  in  a  u n iform  w ay. Th e 
pos itivis tic m eth odology o f a  qu estionna ire w a s  selected  as exp la in ed  ab ove. Th e 
qu estion n a ire m eth odology and the lessons  lea rn t from  th is  exp lora tory and 
con cep tu a lis in g firs t stage o f the resea rch  a re d iscu ssed  la ter in  the chapter.
In  the follow in g yea r (1998) the N H S  FM  Resea rch  Foru m  sponsored  resea rch  in to 
u n d ers ta n d in g the m otiva tion  o f a  w id er range o f a n cilla ry sta ff, look in g aga in  at 
porters , b u t a lso a t ca tering and dom estic sta ff. It con tin u ed  to b e im p orta n t for 
the clien ts  th a t th is  w a s  a  focu ssed  and  exp licit p iece o f resea rch  th a t th ey cou ld  
u se to com pare levels  o f m otiva tion  in  their s ta ff a ga in s t those in  oth er Tru s ts , so 
the qu estion n a ire m eth odology w a s  once aga in  chosen . Th e des ign  o f th is  tool w a s  
ab le to b u ild  u pon  am endm ents  m ade to the in itia l p orter qu estionna ire, b u t m ost 
im porta n tly th ere w a s  su fficien t scope and freedom  to m ea su re th e s ta ffs  
m otiva tion  a ga in s t a  th eoretica l m odel b u t s till m a in ta in  p ra ctica l app lica tion  for
19 I s s u e s  o f  c o st , p ro c e sse s  a n d  j o b  sa t i s f ac t i o n  w e re  a lso  c o m p are d .
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Research Quest ion I
Research Methodo logy  and R esult s Struc ture
Testing that human motivation consists o f fiv e  needs, namely physiological, safety, love and 
belongingness, esteem and self-actualisation
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m otiva tion  to N H S  a n cilla ry s ta ff 
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Research Quest ion II c h a p t e r  11
Research Methodo logy  and R esult s St ructure
Testing the dynamic nature o f motivation described by Maslow  through the deprivation- 
domination-gratification-activation cycle.
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Evaluat ing  the appl i cabi l i ty o f  Ma sl ow’s  theory o f  mot ivat ion in  anci l lary st a f f
th e clients . Ju s tifica tion  for the des ign  o f th is  qu estion n a ire ca n  b e fou nd  la ter in 
th is  chapter, w ith  cons idera tion  o f p reviou s  a pp lica tion s  o f M a s low 's  th eory in  the 
w orkp lace. Resu lts  from  th is  qu estionna ire a re reported  in  C h a p ter 5, as are the 
fin d in gs  o f the fa ctor ana lytic in vestiga tion  ch osen  to ch eck  th e fit o f M as low 's  
n eed  cla ss ifica tion s  (Resea rch  Q u estion  I).
Follow in g the qu estionna ire resu lts  for s ta ffs  m otiva tion , the a u th or 
recom m en ded  fu rth er resea rch  to u n ders ta n d  w h y som e s ta ff w ere m ore sa tis fied  
in  th eir job  than  others . A  p h enom enologica l a pp roach  w a s  su ggested  to the 
clien ts  th a t w ou ld  a llow  firs t h and  da ta  to b e ga thered , w h ere p oten tia l va lu a b le 
and  in teres tin g a rea s  cou ld  b e p rob ed  in  s ta ff w ith  va ryin g levels  o f m otiva tion . In 
1999, m em b ers  o f the N H S  FM  Resea rch  Foru m  spon sored  a  series  o f focu s  
grou ps  w ith  th eir an cilla ry s ta ff th a t w ou ld  a llow  a  grea ter u n d ers ta n d in g o f 
sou rces  o f m otiva tion  iden tified  in  the qu estionna ire, and  th eir va lid ity to the staff. 
Th e FM  m a n a gers  gu a ran teed  access  to grou ps  o f th eir s ta ff and  relea sed  th em  
from  their du ties  to pa rticipa te in  the focu s  grou p, w h ich  w a s  an im porta n t 
elem en t to m a in ta in . In  order to m ake the resea rch  u sefu l to the clien ts , th ey 
aga in  w a n ted  an  app lied  u n ders ta n d in g o f their s ta ffs  m otiva tion  to the w orkp la ce 
setting, h ow ever there w a s  su fficien t scope in  the focu s  grou ps  to va lid a te the 
qu estionna ire resu lts  and  cons ider theoretica l im p lica tion s . D eta ils  o f th is  
approach , ana lys is  and find ings  are p rovided  in  C h a p ter 6.
O vera ll, the firs t s tage o f the resea rch  ties  togeth er u s in g b oth  qu a n tita tive and  
qu a lita tive m ethodologies . Th e approaches  u sed  w ere p rim a rily led  b y the n a tu re 
o f the resea rch  qu estions  and to m eet the needs  o f th ose spon sorin g the 
investiga tion . B y app lyin g m ethods  tha t m eet the a s su m ption s  o f b oth  the 
pos itivis tic and ph enom enologica l pa rad igm , the resea rch  qu estion  is  con s idered  
in  a  com prehens ive and  com p lem enta ry w ay.
Th e second  stage o f the tes t o f Resea rch  Q u estion  I w a s  p rim a rily des ign ed  to tes t 
the relia b ility o f the N H S  resu lts  to pu b lic sector a n cilla ry w orkers . In  2000, 
U n ivers ity FM  m anagers  w ho are in volved  in  th e H igh er E du ca tion  (HE ) FM  
Resea rch  Foru m  sponsored  an in vestiga tion  o f the m otiva tion  o f th eir a n cilla ry 
sta ff, follow in g a  su ggestion  m a de b y the au thor. Like the N H S  m a nagers , th ey 
a lso w a n ted  to b e ab le to com pare the m otiva tion  exp erien ced  b y th eir s ta ff w ith  
those in  other U n ivers ities  to id en tify w here im provem en ts  w ere n eces sa ry and 
from  w h om  th ey cou ld  lea rn . Th is  presen ted  the op p ortu n ity for the relia b ility o f 
the N H S  s ta ffs  m otiva tion a l com pos ition  to b e tes ted  w ith  a  fu rth er grou p  o f
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p u b lic sector a n cilla ry s ta ff th a t cou ld  help  to esta b lish  the tru e app lica b ility o f 
M a s low 's  m odel o f m otiva tion . Th e qu estionna ire u sed  for the N H S  s ta ff w as  
a ltered  for a pp lica tion  in  the H E  arm  o f the pu b lic sector and ru n  w ith  a  
com pa ra b le sam ple o f a ncilla ry w orkers . Th e resu lts  o f th is  s ta ge o f the resea rch  
a re show n  in  C h a pter 7, w ith  fa ctor ana lys is  aga in  b ein g app lied  to a llow  a  tru e 
com pa rison  b etw een  the 2 sections  o f the pu b lic sector. Th e exten t to w h ich  five 
d is tin ct n eeds  cou ld  b e con firm ed  in  the m otiva tion  o f the H E  s ta ff is  reported  in  
th is  chapter. Follow in g this , a  fu ll com parison  is m a de b etw een  the com pos ition  of 
the N H S  and H E  a n cilla ry s ta ffs  m otiva tion  in  C h a p ter 8 to es ta b lish  the tru e 
relia b ility and  va lid ity o f Resea rch  Q u estion  I.
To exp lore the s tru ctu re o f m otiva tion  fu rther, th e d a ta  ga th ered  from  the N H S  
and  H E  s ta ff is  th en  com b in ed  and  cons idered  a ccord in g to w ork  grou p  and 
gender. Factor ana lys is  is  aga in  em p loyed  to a llow  con s is ten t com pa rison s  to b e 
m ade and  the resu lts  o f these in vestiga tion s  a re show n  in  C h a p ter 9. B y 
con s iderin g the la rge am ou n t o f d a ta  th a t has  b een  ga th ered  a ccord in g to sector, 
w ork  grou p  and  gen der a  thorou gh  exam ina tion  o f the relia b ility o f M a s low 's  n eed  
cla ss ifica tion s  is  a ssu red . Th e conclu s ion s  th a t follow  from  these exa m in a tion s  of 
Resea rch  Q u estion  I a re reported  in  C hapter 10.
Th e qu estionna ire da ta  ga thered  in  the firs t and  second  s ta ges  o f the resea rch  
from  b oth  N H S  and H E  a n cilla ry s ta ff is  u sed  in  C h a p ter 11 to exa m in e Resea rch  
Q u estion  II concern in g the dynam ic n a tu re o f m otiva tion . F igu re 4.2 illu s tra tes  
h ow  the in vestiga tion  is  s tru ctu red  for tes tin g M a s low 's  dep riva tion -dom in a tion  
and  gra tifica tion -a ctiva tion  propos itions . F irs tly to tes t the dep riva tion -dom in a tion  
p ropos ition , a  correla tiona l ana lys is  is  u n derta ken  b etw een  the sa tis fa ction  and  
im porta n ce fou nd  in  the needs  o f the N H S  and H E  sta ff. A ccord in g to the 
dep riva tion -dom ina tion  p ropos ition , needs  th a t h a ve low  sa tis fa ction  w ill h ave 
h igh  im porta nce s ince peop le w ill b e m otiva ted  to a ch ieve them . To es ta b lish  
relia b ility once aga in , the correla tiona l ana lys is  is  then  p erform ed  on  the 
com b in ed  da ta  set in  term s o f w ork  grou p and  gender.
Th e gra tifica tion -activa tion  p ropos ition  is  then  con s idered  a lso u s in g  correla tion a l 
ana lys is . Accord in g to M as low 's  theory the gra tifica tion  o f a  d eficien cy n eed  w ill 
a ctiva te the n ext deficien cy need, b u t the p rocess  does  n ot a pp ly to the grow th  
n eed  o f self- actu a lisa tion . For the u ltim ate need  gra tifica tion  m otiva tes  fu rth er 
gra tifica tion . C onsequ en tly correla tiona l a na lys is  can  on ly b e u sed  to m ea su re the 
gra tifica tion -a ctiva tion  rela tion sh ip  in  the firs t fou r needs . To do th is  the
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rela tion sh ip  is  m easu red  b etw een  a  n eed ’s sa tis fa ction  and  the im porta n ce o f the 
n ext h igh er- order deficien cy n eed  in  M as low 's  h iera rchy. Th is  w a s  aga in  
u n derta ken  for the N H S , H E , w ork  grou p  and  gen der da ta  sets  to es tab lish  
reliab ility. Th e p rocedu re and find ings  o f these in ves tiga tion s  o f Resea rch  II are 
cons idered  in  C h a pter 11.
O vera ll the m eth odology ties  togeth er u s in g the pos itivis tic a pp roa ch  o f a  
com prehens ive s tru ctu red  qu estionna ire th a t p rodu ces  ob jective kn ow ledge th a t is 
va lu ed  b y the spon sorin g m a na gers  for p ra ctica l app lica tion . Th e tool w a s  in itia lly 
developed  in  a  s cop ing a nd  p rocedu ra l exercise u n derta ken  to u n d ers ta n d  the 
m otiva tion  o f a  grou p  o f porters . Th a t s tu dy led  to the tool’s expa n s ion  in to a  
coh eren t m otiva tion a l m easu re for a  w id er range o f a n cilla ry s ta ff th a t 
in corpora ted  a  tes t o f M as low 's  theoretica l m odel. Th e va lid ity o f th is  tool in  
m ea su rin g a ll a spects  o f the N H S  a ncilla ry s ta ffs  m otiva tion  w a s  then  checked  
u s in g the ph en om en ologica l m echa n ism  o f focu s  grou ps  w ith  a n y m is s in g 
p rom in en t p sychologica l a reas  o f their m otiva tion  a dded  to the qu estionna ire. Th e 
revis ited  qu estionna ire w a s  then  adm in is tered  to a  fu rth er grou p  o f a n cilla ry s ta ff 
in  th e pu b lic sector in  order to estab lish  the relia b ility o f the fin d in gs  in  tes tin g 
M as low 's  m odel to s ta ff ou ts ide o f the N H S  and  to gu a rd  a ga in s t N H S  specific 
constru cts . A ll o f the da ta  ga thered  u s in g th is  qu estion n a ire is  th en  con s idered  
a ccord in g to a  n u m b er o f in depen den t va ria b les  (sector, w ork  grou p  a n d  gender) to 
verify the rob u stness  o f the resu lts  in  ob jectively ch eckin g the com pos ition  and 
p rocess  o f m otiva tion  developed  b y M aslow .
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R e se arc h  Que st io n  I  
Stage  I
Th e firs t s tage o f the resea rch  w a s  des igned  to con ceptu a lise th e resea rch  a rea  
and w a s  p redom in a n tly an  exp lora tory and  descr ip tive exercise in to a ncilla ry 
s ta ffs  w ork  m otiva tion . A  fu rth er  ob jective o f th is  s tage w a s  to secu re a  sa m ple 
popu la tion  for the follow in g stages , in  th a t b y con s iderin g one s ta ff grou p  for w ork  
m otiva tion , those com m iss ion ing the resea rch  w ou ld  see the b en efit o f exten d in g 
th is  to fu rth er grou ps  u n der their respons ib ility. Th e su b sequ en t in teres t show n  
b y the FM  m a na gers  sponsoring the w ork  then  en su red  a  su fficien tly la rge sam ple 
for the second , m a in  da ta  ga th erin g p rocedu re w ith  severa l grou ps  o f ancilla ry 
s ta ff in  the N H S . Th is  stage w a s  the p ilot w ork  for th e la rger s tu dy in  tes tin g 
Resea rch  Q u estion  I.
Th is  firs t level o f the resea rch  looked  a t the w ork  m otiva tion  o f one grou p  o f non -  
clin ica l N H S  a n cilla ry s ta ff th a t w ere porters . O ppenheim  (1992) ha s  a rgu ed  th a t
I
 “In principle , respondents in pilot studies should he as similar as 
possible to those in the main enquiry* (p 62).
In  selectin g th is  sample, O ppenheim 's  advice w a s  heeded .
A n  approach  w a s  needed  th a t cou ld  ga ther the view s  o f a  la rge set o f p eop le a long 
pa ra m eters  th a t cou ld  b e u sefu lly com pared  for those fu n d in g the resea rch . Th is  
h ad  to reach  the porterin g s ta ff o f the 25 N H S  Tru s ts  w h o m a ke u p  th e N H S  
Foru m  ra n gin g in  the hea lthca re th ey p rovid e from  Acu te, M en ta l H ea lth ,
G eriatric, Long S tay and C om m u n ity and loca ted  across  the N orthern  &  Yorksh ire 
and Tren t hea lth  regions . Th e size o f the Tru s ts  a lso va ried  from  over 1000 
ava ila b le b ed  Acu te Tru s ts  to 150 ava ila b le b ed  M a in ly Long S ta y Tru sts .
A fter eva lu a tin g the m eth odology (Append ix 3) qu es tion n a ires  w ere selected  as the 
m ost app ropria te m eans  b y w h ich  da ta  cou ld  b e collected  from  su ch  a  w ide-  
ra n gin g sam ple in  term s  o f geography and  type o f resp on d en t and  p rod u ce 
qu antifia b le da ta  on w h ich  com parisons  cou ld  b e m ade. Th e qu es tion n a ire (see 
A p p en d ix 4) w a s  des igned  to m easu re w ork  m otiva tion  in  porters  exp lorin g their 
cu rren t sa tis fa ction  w ith  va riou s  a spects  o f th eir job  su ch  a s  m a n a gem en t and  co ­
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w orker rela tion s , job  variety, w ork  load, tra in in g opportu n ities  and  overa ll job  
sa tis fa ction . D eta iled  resu lts  w ere p resen ted  to the FM  m a n a gers  in  th e form  o f a  
report (S mith , Rees  and Akh lagh i, 1997) and p resen ta tion s , and  exchange vis its  
w ere set u p  b etw een  the Tru s ts  to lea rn  from  one a n oth er’s b es t p ractice. In the 
con text o f the thes is  h ow ever on ly the p rocedu re and  des ign  o f the porters  
qu estion n a ire w ill b e cons idered  here as the p ilot s tage o f the resea rch  and n ot the 
resu lts  fou nd.
A  sm a ll n u m b er o f qu estionna ires  w ere d is trib u ted  to the con ta ct p oin t a t each  
p a rticipa tin g N H S  Tru s t and  th ey then  cop ied  the qu estion n a ire and  d is trib u ted  
th is  to 50%  o f the porters  em p loyed  in  the Tru st. Th is  p rocedu re h a s  p roved  
su ccess fu l in  the 8 yea rs  th a t the Foru m  has  b een  active, p rim a rily b eca u se the 
Tru s t m a n a gers  w h o d is trib u te the qu estionna ires  h a ve com m iss ion ed  the w ork  
and  so see its  va lu e.
C om pleted  qu estionna ires  w ere received  from  20 o f th e 25 Tru s ts  (80% ) w ith  a  
sam ple o f 176 porters  across  the 20 Tru s ts  (m ean=8.8). A s  a  p ilot s tage, th is  
sam ple w a s  su fficient.
S evera l lessons  w ere lea rn t from  th is  p ilot qu estionna ire and  im proved  u pon  in  
the m a in  da ta  ga th erin g p rocedu re to tes t Resea rch  Q u estion  I.
Firs tly, the response ca tegories  p rovided  for the closed  qu estion s  in  the p ilot 
qu estionna ire va ried  cons iderab ly. Th e defin ition  o f a  closed  qu es tion  to b e u sed  
th rou gh ou t the resea rch  is  th a t p resen ted  b y O ppenheim  (1992) w h o m a in ta in ed
I
 “a closed question is one in w hich the respondents are offered a 
choice o f alternative replies” (p. 112).
C losed  qu estions  a re advantageou s  in  the short a m ou n t o f resp on d en t tim e 
needed  to com plete; they do n ot requ ire extens ive w ritin g so ra tes  o f response are 
im proved ; th ey a re low  in  tim e and cost in  d a ta  in p u t and  analysis ; ea sy to 
p rocess ; grou p  com parisons  can  b e m ade; and  th ey are u sefu l for tes tin g specific 
h ypotheses  to w h ich  the qu estions  are d irectly w orded . Th ey do have w ea kn esses  
h ow ever w h ich  inclu de the loss  o f spon taneou s  responses ; th e a n sw er ca tegories  
a re often  b ia sed  b y the view s  o f the resea rcher; som etim es  closed  qu estion s  ca n  b e 
too cru de in  the an sw er ca tegories  they provide; and  th ey m a y irrita te respon den ts
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b eca u se o f the a forem entioned  w ea kn esses  (O ppenheim , 1992, p. 115). D u e to the 
tim e and  fin a n cia l constra in ts  o f th is  resea rch , a n y sa vin g in  d a ta  p rocess in g and 
ana lys is  tim e w a s  a  m a jor s trength , as w a s  an y tim e sa vin g m ea su res  for the 
pa rticipa n ts  in  order to im prove the response rate. Th e u se o f th is  type o f qu estion  
therefore con tin u ed  in  the m a in  qu estionna ire.
Th e respon se ca tegories  for the closed  qu estions  u sed  in  the p ilot qu estionna ire 
ranged  from  3, 4 to 5 an sw erin g options. Th is  posed  severa l p rob lem s. It p roved  
d ifficu lt for a  com parison  to b e m ade o f the responses  a cross  the d ifferen t 
qu estions , s ince th e s trength  o f the a ttitu de tow a rds  the is su e u n d er qu estion  w as  
too com p lex to a scerta in . D id  those w h o responded  in  th e fifth  a n sw er ca tegory on 
one qu estion  feel s tronger a b ou t the is su e than  those w h o responded  in  the th ird  
an sw er ca tegory on a nother is su e? B ecau se o f th is  p rob lem  a  con s is ten t scorin g 
system  w a s  cons id ered  essen tia l for the m a in  da ta  ga th erin g p rocedu re. Th e p ilot 
qu estionna ire a lso u n covered  a  fu rther d ifficu lty w ith  th e n a tu re o f th e response 
ca tegories . For som e qu estions , response ca tegories  w ere n ot even ly d is trib u ted  
and  so d id  n ot p rovide a  tru e reflection  o f the resp on d en t’s op in ion . For exam ple 
for one qu estion  the response ca tegories  w ere A lw a ys , U su a lly, S om etim es  and 
N ever, w h ich  does  n ot p rovide the respon den t w ith  a  n eu tra l ca tegory and  
exten s ively reflects  the su b jective op in ion  o f the resea rcher. Th e m ost a pp ropria te 
con s is ten t response sca le w a s  th a t w ith  five options  (the tra d ition a l Likert, 
sca le, 1932) w h ich  a llow ed  the in ten s ity o f a ttitu de to b e m ea su red  in clu d in g a  
neu tra l response as the resea rch er d id  n ot w a n t to force the respon den ts  to have 
an op in ion . Th e w eigh tin g a ss igned  to the va ryin g an sw er sca les  a lso reflected  the 
sca le’s in cons is tency. B y m a kin g a ll the response ca tegories  equ a l in  the fin a lised  
qu estionna ire the an sw ers  cou ld  m erely b e n u m b ered  and  th eir frequ en cies  
cons idered . Th is  w ou ld  su b sequ en tly a llow  for a  m ore ob jective and  im pa rtia l 
a pp roach  to m ea su rin g respondents ' op in ions .
Th e second  lesson  lea rn t from  the p ilot qu estion n a ire w a s  the d is trib u tion  o f open  
and  closed  qu estions . Too m a n y open  qu estion s  w ere u tilis ed  w h ich  con sequ en tly 
p roved  cu m b ersom e in  term s  o f ana lys is . B ab b ie (1990) defin es  open  qu estion s  as 
b ein g
“questionnaire items that ask respondents to supply their own answers
in their own w ords” (p. 375).
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A s  w ith  closed  qu estion s , open  qu estion s  have th eir a dvan tages . Th ey a llow  for 
spon taneou s  answ ers , the opportu n ity for p rob in g and  hypoth es is  tes tin g ab ou t 
ideas  or aw areness . O n the other hand, open  qu estion s  ca n  b e tim e- con su m in g 
and  requ ire m ore effort from  the responden t, and s im ila rly so for the resea rch er in  
d a ta  en try and  analys is , w h ich  w a s  experienced . Th is  then  in crea ses  fin ancia l and 
tim e costs  and  m a y still b e u n relia b le (O ppenheim , 1992, p. 115). An  exam ple o f 
an  open  qu estion  u sed  in  the p ilot qu estionna ire a sked  respon den ts  “Who is your 
supervisor (e.g. Head Porter, Ward Sister)?”. Th e qu estion  w a s  m is in terp reted  b y 
som e in  their  p rovis ion  o f a  nam e, b u t the rem a in in g respon ses  d id  fa ll in to fou r 
sepa ra te ca tegories  th a t w ere H ead  Porter, W a rd  S ister, D ispa tch er or S u pport 
Service/  Porterin g M anager. W ith  th is  pa ttern  it w ou ld  ha ve b een  m ore 
a ppropria te for the qu estion  to have b een  closed  and  w ou ld  have redu ced  va lu ab le 
a na lys is  tim e and  m in im ised  qu estion  m is in terp reta tion . Th is  experien ce w as  
h eeded  in  the fin a lised  qu estionna ire.
A  fu rth er open -ended  qu estion  th a t w a s  in clu ded  in  th e p ilot qu estion n a ire and 
h a d  su fficien t su ccess  to b e reta ined  in  the fin a lised  qu es tion n a ire w a s  an  open-  
ended  qu estion  in vitin g ‘A n y other com m en ts ’. Th e m a in  a dva n ta ge o f open -ended  
qu estion s  is
“the freedom it gives to the respondents. Once they have understood 
the intent o f the question, they can let their thoughts roam freely, 
unencumbered by a prepared set o f replies”
(O ppenheim , 1992, p. 112).
Th is  qu estion  a llow ed  the responden t to p oin t to a n y is su es  th a t w ere n ot in clu ded  
in  the qu estionna ire, or th ey w ere ab le to p la ce em ph a s is  on  an y is su es  in clu ded . 
S u ch  an open -ended  qu estion  w a s  b es t p la ced  tow a rds  the end o f the 
qu estionna ire to a llow , as O ppenheim  su ggests, th e resp on d en t to fu lly 
u n ders ta n d  it’s in ten t and  p rovide cons idered  com m ents .
A  th ird  lesson  w a s  lea rn t from  the p ilot resea rch  w ith  rega rd  to the in trodu ction  
and  appea rance o f the qu estionna ire. H agu e (1992) a dvoca ted  the im porta n ce o f 
the qu estionna ire in trodu ction , as m u ch  so as the qu estion n a ire itself. S evera l 
a spects  shou ld  b e covered  in clu d ing the pu rpose o f the su rvey; w h y the 
respon den t has  b een  selected ; p rovide respon den ts  w ith  a  rea son  for com p letion ; 
clea r in s tru ction s  for com pletion ; and if poss ib le a ssu re con fiden tia lity (p. 108).
Th e in trodu ction  to the p ilot qu estionna ire read:
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*This questionnaire asks for your views about your job  in the portering 
service at your hospital
This information is being gathered as part o f a portering service 
research project being conducted by Sheffield Hallam University and 
the information gathered w ill help managers improve the quality o f the 
service.
Please answ er the questions by putting a tick in the most appropriate 
box (4).
A ll the in form a tion  you  p rovid e w ill b e trea ted  con fiden tia lly.”
A lth ou gh  the in trodu ction  to the p ilot qu estionna ire covered  a ll th e a reas  p roposed  
b y H agu e, fu rth er deta il cou ld  b e p rovided  ab ou t th e con ten t and  em pha s is  p la ced  
on  the is su e o f con fiden tia lity. Th is  w a s  su b sequ en tly en com pa ssed  in  the 
fin a lised  qu estionna ire, w h ere the in trodu ction  read :
“Th is  qu estionna ire a sks  for you r view s  on the level o f job  sa tis fa ction  
you  experience a t you r Tru st. Th e qu estion s  a sk  for you r view s  on 
the m a nagem ent, su pervis ion  and com m u n ica tion  tech n iqu es  o f you r 
Tru s t and you r sa tis fa ction  w ith  pay, job  secu rity and  va riety.
Th is  in form ation  is  b ein g ga th ered  as pa rt o f a  job  sa tis fa ction  
resea rch  p roject b ein g u n derta ken  b y S heffield  H a llam  U n ivers ity 
and  the in form ation  ga th ered  w ill help m a n a gers  im prove the qu a lity 
o f th eir service.
P lea se an sw er the qu estions  b y p u ttin g a  cross  in  th e m os t 
app ropria te box.
Please note that  there is no need to p u t  you r  name on the 
quest ionnaire, so al l  the informat ion you pr ovide wi l l  be 
t r eated confident ial ly. ”
B y expa n d in g the in trodu ction  w ith  the qu estion n a ire content, it w a s  hoped  th a t 
responden ts  w ou ld  b e m ore m otiva ted  to com p lete it th a n  p reviou s ly w ou ld  have 
b een  w ith  a  genera lised  in trodu ction . For exam ple, a sk in g low  w a ged  w orkers  
a b ou t their sa tis fa ction  w ith  p a y m a y b e a  m otiva tin g sou rce for com pletion ,
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especia lly w h en  the in trodu ction  exp la in s  th a t the da ta  is  b ein g ga th ered  to help  
service m a n a gers  im prove service qu a lity. It w a s  felt th a t the respon se ra te cou ld  
b e im proved  if the responden ts  w ere in form ed  m ore a b ou t the a im s  and  ob jectives  
o f the resea rch  and  the va lu e th a t th eir response w ou ld  h a ve in  a ch ievin g these 
a im s and  ob jectives . Fu rther em phas is  w a s  a lso p la ced  on the con fiden tia lity o f 
the qu estionna ire, w h ich  h opefu lly in s tilled  som e con fid ence in  the respon den t 
th a t a lth ou gh  the resu lts  o f the resea rch  w ere to b e com m u n ica ted  to service 
m anagers , th eir view s  w ou ld  b e u n iden tifia b le. O ppenheim  (1992) su ggested  that
“an explicit statement or promise made to potential respondents in 
order to overcome possible apprehensions” w ou ld  a s s is t in  in crea s in g 
respon se ra tes  (p. 104).
B y h igh ligh tin g the s ta tem ent in  b old  ita lics  it w a s  hoped  th a t the b enefits  o f 
in clu d in g su ch  a  s ta tem en t w ou ld  b e m axim ised .
Th e appea ra nce o f the p ilot qu estionna ire w a s  a lso fou nd  to requ ire im provem ent. 
S u dm an  and  B radb u rn  (1989) p roposed  that:
“the appearance o f a mail or self-administered questionnaire has an 
important impact on response. The questionnaire should look easy to 
answ er and professionally designed and printed” (p. 230).
Th e a ppea ra nce o f the p ilot qu estionna ire looked  very s im p lis tic p rodu ced  on  a  
s im ple w ord  p rocess in g package. E a s ily iden tifia b le fon ts  and  sym b ols  
ch a ra cterised  the qu estionna ire as som ew hat am ateu r. Th is  w a s  a  fea tu re to b e 
given  fu rth er cons idera tion  in  the m a in  qu estionna ire.
Th e p ilot qu estionna ire a lso fa iled  to take fu ll a dva n ta ge o f the officia l a cadem ic 
in s titu tion  lea d in g the resea rch . O ppenheim  (1992) p osed  th e qu estion
“How  effective w ill endorsement by a prestigious source be in securing 
widespread co-operation by respondents? How  ‘official’ should it be?”
(p. 60).
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Alth ou gh  the na m e o f the in s titu tion  w a s  m en tion ed  in  the in trodu ctory s ta tem ent 
o f the p ilot qu estionna ire, the S heffield  H a llam  U n ivers ity logo w a s  n ot u sed . In  
the fin a lised  qu estionna ire h ow ever th is  w a s  selected . Th e n a tu re of the sam ple 
popu la tion  for the m a in  resea rch  w a s  con s idered  in  respon se to O ppen h eim ’s 
advice, and  it w a s  felt th a t th ey w ou ld  b e im pressed  b y the en dorsem en t of su ch  a  
p res tigiou s  sou rce as an a ca dem ic in stitu tion . B y u s in g th e logo and  im provin g 
the genera l appea rance, the fin a l qu estionna ire looked  m ore officia l, w h ich  
h opefu lly com m u n ica ted  respect to the responden ts  th a t su ch  an  in s titu tion  w ere 
in teres ted  in  their view s  and  opin ion s , as w ere th eir m anagers .
A lth ou gh  p ilot w ork  can  b e cos tly and tim e con su m in g, the lesson s  lea rn t from  the 
in vestiga tion s  w ere inva lu ab le. Th e p rob lem s  u n covered  th rou gh  this , th e firs t 
s ta ge o f the resea rch  for tes tin g Resea rch  Q u estion  I saved  a  con s idera b le am ou nt 
o f tim e and  m on ey in  the m a in  da ta  ga thering p rocess . N ot on ly d id  th e p ilot w ork  
in volve the cla rifica tion  o f qu estions , s coring sys tem s  and  the a ppea ra n ce o f th e 
qu estionna ire, b u t it a lso m ost im porta n tly secu red  a  sam ple for the m a in  da ta  
ga th erin g p rocedu re. Th e fin a lised  qu estionna ire u sed  for ga th erin g the view s  from  
a  w id er range o f N H S  a n cilla ry s ta ff w ill n ow  b e cons idered , en com p a ss in g a ll the 
lessons  lea rn t from  the des ign  o f the p ilot stage.
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R e se arc h  Que st io n  I  
Sam ple  & P ro c edure
Th e popu la tion  for the m a in  stage o f the resea rch  for tes tin g Resea rch  Q u estion  I 
w a s  exten ded  from  th a t investiga ted  in  the p ilot stage. Th e N H S  FM  m a na gers  th a t 
spon sored  the firs t in vestiga tion  in to the m otiva tion  o f th eir  porters  recogn is ed  the 
va lu e o f exten d in g th is  to fu rth er an cilla ry s ta ff n a m ely d om estics  and  ca terin g 
sta ff, in  fu n d in g a  second  p roject in  1998. Th e sa m p lin g fram e selected  for th is  
p a rt o f the resea rch  w a s  aga in  s im ila r to th a t u sed  in  the p ilot stage. It w a s  draw n  
from  30 N H S  Tru sts , w ho then  em b od ied  the N H S  Foru m . A ll Tru s ts  a rou nd  the 
cou n try are in vited  to jo in  the Foru m  and su b sequ en tly pa rticipa te in  the 
resea rch , so the equ a lity in  opportu n ity to jo in  the resea rch  and con sequ en t 
selection  con trib u tes  tow ards  the rep resen ta tiven ess  o f the sam ple inclu ded . Th e 
Foru m  then  rep resen ted  6%  o f the tota l n u m b er o f N H S  Tru sts  in  E ngla nd  and 
W a les  (475).
Th e types  o f pa rticipa tin g N H S  Tru s ts  once aga in  ra n ged  from  Acu te, C om m u n ity, 
Lon g S tay, M en ta l H ea lth  and  G eria tric and w ere geogra ph ica lly sp read  a cross  the 
N orth  W est, O xford  &  An glia  and  London , b u t m a in ly from  the N orthern  8s 
Yorksh ire and  Tren t hea lth  regions . B ecau se respon d in g Tru sts  p redom in a tely 
cam e from  the M id lands  it m u st b e a cknow ledged  th a t the resu lts  o f m otiva tion  
m a y h ave b een  in flu enced  b y regiona l determ inan ts . S u ch  in flu ences  on w ork  
m otiva tion  cou ld  b e cu ltu re and cost o f living, b u t th ere w ere few  a ltern a tives  to 
overcom e th is  p rob lem  w ith in  the tim e and  resou rce lim ita tion s  o f th is  s tu dy. It 
m u st b e poin ted  ou t thou gh  th a t the resea rch  resu lts  w ere releva n t to FM  
m a nagers  th a t w ere respons ib le for s ta ff in  these loca tions , so th ey con tin u e to 
m ake a  w orth y con trib u tion  to the app lied  field.
Th e sa m p lin g fram e for the resea rch  w a s  determ in ed  s im p ly b y b ein g em p loyed  in  
these types  o f occu pa tion  in  these Tru sts . Th is  p rovided  an  equ a l opportu n ity for 
s ta ff in  these Tru s ts  o f b ein g in clu ded  in  the sam ple. Th e Tru sts ' th em selves  w ere 
self- selectors  to pa rticipa te in  the resea rch , and ra n d om ly selected  their ow n  
a n cilla ry s ta ff to respond  to the qu estionna ire. Th ere a re som e d is a dva n ta ges  o f 
u s in g self- selected  sam ples  in  the rep resen ta tiveness  th ey have to th e w id er 
popu la tion , pa rticu la rly as m em b ers  o f the Foru m  are cons idered  to b e th e m ore
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forw a rd  th in k in g o f the N H S ’ fa cilities , es ta tes  and  su pport services  m anagers , 
eviden ced  th rou gh  their acu m en  to su pport resea rch  in  th eir field. H ow ever self­
s electors  a re a lso m ore likely to com p ly w ith  the resea rch , and  so encou rage a  
h igh er respon se ra te than  Tru s ts  in vited  to pa rticipa te on  spec.
S in ce the N H S  is  a  n a tiona l system  w ith  n a tiona l p a y sca les  and  b roa d  s ta ffin g 
policies , it is  recom m ended  th a t the sam ple selected  for th is  resea rch  con form s 
w ith  the pop u la tion s ’ a ttrib u tes  th ereb y a rgu ing to b e a  rep resen ta tive sa m ple of 
a n cilla ry s ta ff in  th e N H S. O ppenheim  (1992) defin ed  a  rep resen ta tive sa m ple as
“a study o f usually few er than 2,000 carefully chosen people who, 
together, can give us an accurate picture o f what w ould have emerged 
from a study o f an entire population o f many millions, a study o f the 
nation in microcosm” (p. 39).
w h ich  su pports  the appropria teness  o f the sam ple selected .
Th e su ccess  o f the logis tics  o f the p ilot resea rch  en cou ra ged  a  s im ila r m ea ns  o f 
d is trib u tion  and collection  for the m a in  qu estionna ire. Th e con ta ct poin ts  at each  
o f the 30 N H S  Tru s ts  tha t then  form ed  the Foru m  w ere forw a rded  su fficien t 
qu estion n a ires  to rep resen t 50%  o f a ll an cilla ry s ta ff a t th eir Tru st. It w a s  not 
poss ib le to ga in  the view s  and  op in ions  o f a ll o f the s ta ff du e to b oth  cos t a nd  tim e 
lim ita tions . M anagers  w ere requ ested  to ra n dom ly d is trib u te the qu es tion n a ires  to 
a n cilla ry s ta ff a t the Tru s t and  w ere advised  to d is trib u te th ese to every nth 
an cilla ry w orker or leave them  ou t in  s ta ff a reas  for p eop le to n om in a te their view s  
a n on ym ou s ly en su rin g th a t the sam ple selected  w a s  u n b ia sed  b y the m a n a ger or 
resea rcher. Recom m enda tion s  w ere a lso m ade for retu rn in g com p leted  
qu estionna ires  to a  b ox in  a  com m on  a rea  or a tta ch in g retu rn  envelopes , once 
aga in  to ensu re a n on ym ity and con fiden tia lity. S om e Tru s ts  h a d  m ore d ifficu lty 
than  oth ers  in  ga th erin g com pleted  qu estionna ires  from  the s ta ff du e to w ork  
p ressu res  and the tim e lim ita tions .
B ea rin g in  m in d  the sam ple requ ested  w a s  50%  o f ca tering, dom estic and  
porterin g s ta ff a cross  the 30 N H S  Tru sts , the respon se ra tes  w ere sa tis fa ctory. 284 
ca terin g s ta ff respon ded  w h ich  rep resen ted  21%  o f a ll ca terin g s ta ff th rou gh ou t
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the 30 Tru s ts , b u t 41.9%  o f the requ ested  sam ple. 597 dom estic s ta ff responded  
rep resen tin g 21.6%  o f a ll dom estic s ta ff a t the Tru s ts , and  43.3%  o f th e appea led  
sam ple. 212 porters  pa rticip a ted  portra yin g the view s  o f 37%  o f a ll porter in g s ta ff 
a t th e Tru s ts , b u t 73.8%  o f the requ ested  sam ple. Th e tota l sam ple size for the 
resea rch  w a s  1093 a n cilla ry s ta ff m em b ers  o f the N H S , w h ich  rep resen ts  23%  of 
a ll th e a n cilla ry s ta ff a t the 30 N H S  Tru s ts  and 46 .6%  o f th e requ es ted  50%  
sam ple size. A lth ou gh  the nu m b ers  a re h igh, the p roportion  o f the popu la tion s  are 
u n fortu n a tely qu ite low . O n ly the porters  show ed  a  good  respon se ra te o f over 70%  
o f the requ ested  sam ple. Th e exten t to w h ich  the view s  o f the ca terin g and  
dom estic s ta ff rep resen t those o f th is  type o f a n cilla ry w orker in  pa rticipa tin g 
Tru s ts  is  u n certa in  b u t th ey p rovide a  good  in d ica tion  o f th eir m otiva tion  in  the 
6%  o f the N H S  th a t the resu lts  portra y b eca u se o f th e h igh  nu m b ers .
Questionnaire Design
Th e des ign  o f the m a in  da ta  ga th erin g tool w ill n ow  b e con s idered  to tes t the firs t 
resea rch  qu estion  o f the resea rch . Th e qu estionna ire h a s  b een  des ign ed  to tes t 
w h eth er M as low 's  p ropos ition , th a t h u m a n  m otiva tion  com prises  five needs  
(n a m ely phys iologica l, sa fety, love &  b elongingness , es teem  and self- a ctu a lisa tion ) 
is  a pp licab le to pu b lic sector a n cilla ry sta ff. In  th is  section  d is cu ss ion  w ill b e 
d ed ica ted  to the des ign  o f the m eth odology u sed  for th is  stage o f the investiga tion , 
a s w ell a s  ju s tifica tion  for its  u se in  tes tin g M a s low 's  p roposed  n eed  stru ctu re.
B u ild in g on th e n ecessa ry im provem ents  u n covered  du rin g the p ilot s ta ge o f th is  
resea rch , qu estionna ire m eth odology w a s  aga in  u sed  as the m a in  d a ta  ga th erin g 
in stru m ent. Th e rea sons  for th is  w ere equ iva len t to th ose p reviou s ly d iscu ssed  for 
the p ilot resea rch  rela tin g to the size and  sp read  o f the pa rticipa n ts  and  the need  
for com pa ra tive data . A  copy o f the qu estionna ire u sed  for th is  s tage o f the 
resea rch  can  b e fou nd  in  Ap p en d ix 5.
Th e qu es tion in g s tru ctu re tha t th is  m eth odology takes  ha s  b een  con s idered  b y 
severa l au thors . S om e have a rgu ed  for qu estion n a ires  to b e ordered  b egin n in g 
w ith  sim ple, genera l qu estions  and p rogress in g to m ore specific and  d ifficu lt ones  
(S u dm an  and  B ra d b u m , 1989; O ppenheim , 1994; H agu e, 1994; B ab b ie, 1990).
Th e sam e au thors, and  m a n y others  b es ides , h ave su ggested  th a t su ch  sim p le 
d em ogra ph ic qu estion s  as sex and age b e p la ced  tow a rds  the en d  o f th e
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qu estionna ire. Th e ir  rea son in g for th is  is th a t often  these types  o f qu estion s  can 
b e in terp reted  as th rea ten in g b y the respon den t or dem otiva te th em  in  com p letin g 
the qu estion n a ire b eca u se on in itia l appea rance it looks  like a  rou tin e form  ra ther 
than  one in ten t on ga in in g their view s  (B ab b ie, 1990, p. 141). A lth ou gh  advice is 
h eeded  from  these cau tions , the ordering for th is  resea rch  u sed  dem ogra ph ic 
qu estions  as s im p le in trodu ctory qu estions  and so w ere in serted  a t th e b egin n in g 
o f the qu estionna ire. Th eir  s im p licity m ea ns  th ey a re less  a ggress ive and  
overw helm in g. N o p rob lem s  w ere en cou n tered  w h en  a  s im ila r s tru ctu re w a s  u sed  
for the p ilot qu estionna ire so there w a s  little rea son  to change the order in  the 
fina l in s tru m ent. From  those w h o com pleted  the qu estionna ire, su ch  qu estion s  
d id  n ot seem  to offend  m a n y as on ly 1.3%  p referred  n ot to d ivu lge th eir gender, 
and  1% d id  n ot d isclose th eir age range - a  non -com p letion  resu lt w h ich  appea rs  
in s ign ifican t.
Follow in g these, other genera l qu estions  w ere u sed  to form u la te a  p rofile o f the 
responden ts . Th e closed  qu estions  asked  o f respon den ts  a t the b egin n in g o f the 
qu estion n a ire in clu ded  the length  o f tim e th ey h a d  w orked  a t the hosp ita l; 
w h eth er th ey w ere a  fu ll- tim e or pa rt- tim e w orker; h ad  a  p erm a n en t or tem pora ry 
contract; th eir b a s ic h ou rly ra te o f pay; w h eth er th ey w ere the m a in  b rea dw in n er 
o f th eir h ou seholds  incom e; and  w h eth er th ey w ere a  m em b er.of a  tra de u n ion  
(som e resu lts  o f w h ich  can  b e fou nd  in  Ta b le 5.1). Th e on ly qu estion  w ith in  th is  
p rofile b u ild in g section  th a t cau sed  som e d iscom fort to the respon den ts  w a s  th a t 
rela tin g to b a s ic h ou rly ra te o f pay. A lth ou gh  the qu estion  w a s  in  a  closed  form a t 
w ith  th irteen  an sw er categories , still 4 .1%  o f respon den ts  p referred  n ot to d is close 
th is  in form ation . C ons id erin g the size o f th e sam ple th is  resu lt p roved  
in con sequ en tia l a s w ith  the n on - responses  to the d em ogra ph ic qu estions .
B ecau se the resea rch  w a s  sponsored  b y the N H S  Foru m , the qu es tion n a ire a lso 
had  to in corpora te item s requ ested  b y the m a n a gers  and  so covered  a  w id er  field  
than  th a t cons idered  necessa ry to tes t the a pp lica b ility o f M a s low 's  th eo iy o f 
hu m an  m otiva tion . The FM  m anagers  w a n ted  to kn ow  a b ou t s ta ffs  a w a reness  o f 
tra in in g in itia tives  specific to th eir Tru s t and  a rea s  for service im provem ents , 
w h ich  cou ld  n ot b e u sed  as responses  w ere too pa roch ia l. Th is  res tricted  the 
des ign  to a  certa in  extent, b u t there w a s  opportu n ity to in clu de 18 qu estion s  ou t 
o f a  w id er 47- item  qu estionna ire, to eva lu a te s ta ffs  sa tis fa ction  in  term s  o f 
M as low 's  n eed  cla ss ifica tions  and a  s ingle 20 -pa rt qu estion  for n eed  im porta n ce to
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re- tes t the n eed  cla ss ifica tion s  (Resea rch  Q u estion  I) and  su b sequ en tly test for a  
h iera rch ica l stru ctu re and the p rocess  o f m otiva tion  (Resea rch  Q u estion  II). 
A lth ou gh  on ly 38%  o f the qu estion s  in  the qu estionna ire w ere u sed  for  th is  
investiga tion , a ccess  w a s  gu a ran teed  to a  la rge n u m b er o f N H S  an cilla ry s ta ff and  
so a  sam ple w a s  secu red .
Th e qu estion s  des igned  w ere b a sed  on M as low 's  descrip tion  o f the needs  and 
th rou gh  exam p les  from  p reviou s  au thors  w h o have tes ted  th e need  h iera rch y 
u s in g s im ila r m ethodologies . A s  show n  in  the litera tu re review , M as low 's  th eoiy is  
a  com preh en s ive ra tiona le for hu m an  m otiva tion  com pa red  to other th eories  o f 
p erson a lity p sych ology th a t have u sed  concepts  s im ila r to M a s low  in  one form  or 
a n oth er and  th ey can  b e su b su m ed  b y h is  theory. B eca u se th e qu estion  des ign  is 
th eory-d riven  the in s tru m en t can  b e cons idered  a  com preh en s ive tes t o f M as low 's  
m odel o f h u m a n  m otiva tion  in  the w orkp la ce.
M as low 's  w ork  p redom in a n tly con trib u ted  to the th eoretica l litera tu re and n ot the 
app lied  field , a s A ld erfer (1969) sta tes
I
 “as a result there is no established paradigm or set o f operational 
definitions fo r testing the theory ” (p. 159).
Resu ltin g from  the a priori na tu re o f the th eoiy, th e 18 need  sa tis fa ction  qu estions  
and  20 n eed  im porta nce qu estions  w ere gen era ted  from  M as low 's  d escrip tion s  o f 
va riou s  needs  and  the w ork  o f p reviou s  resea rch ers  in  tes tin g the th eory (C hapter 
2). A  d iscu ss ion  and ju s tifica tion  for the in clu s ion  o f ea ch  qu estion  w ill n ow  b e 
given  for tes ting M as low 's  cla ss ifica tion  o f h u m a n  m otiva tion  in to five needs. 
F irs tly th ose qu estions  rela tin g to need  sa tis fa ction  w ill b e covered  a n d  then  those 
m ea su rin g n eed  im portance. A tten tion  to each  qu estion  is  given  in  the order in  
w h ich  th ey fea tu red  in  the qu estionna ire, ra th er th a n  in  term s  o f the h iera rch ica l 
order describ ed  b y M aslow . It is  cons idered  m os t a pp ropria te to con s ider the 
cu rren t state o f m otiva tion  in  th e a n cilla ry s ta ff firs t to try to id en tify the five 
needs  in  M as low 's  m odel p rior to the im porta nce o f these item s  and th eir fu tu re 
m otiva tions .
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Que st io n  11 Do you  agree that  T rade Union membersh ip is impor tant  f o r  
the Cater ing (Por t er ing/ Domest ic ) Servi ce in the NHS?
A lth ou gh  th is  qu estion  a sks  for the im portance th a t the w orker a ss ign s  to the 
fea tu re, it is  u ltim a tely m ea su rin g their sa tis fa ction  w ith  Tra d e U n ion ism . Th e 
qu estion  essen tia lly a sks  for how  m u ch  sa fety or love and  b elon gin gn ess  needs  
s ta ff con s ider a re n ecessa ry for a  pu b lic sector em p loyee in  genera l a n d  so does 
n ot m ea su re the im porta nce th ey ass ign  to their ow n  person a l n eed  - th a t is  left 
for the im porta n ce qu estion ing section. Tra de u n ion s  (TU s) are b od ies  w h o w ork  to 
p rotect and  im prove the pos ition  o f their m em b ers  a t w ork  th rou gh  collective 
orga n isa tion  and  action  (W illiam s, 1997) and the b a s is  o f TU s  is  the b elief a m on g 
w orkers  th a t th ey share a  com m on  in teres t in  oppos ition  to th eir em p loyers  and 
solida rity is  n eeded  to res is t the p ressu res  o f w ork in g cond ition s  (Foster, 1974). A s  
su ch  the qu estion  has  p redom in a n tly b een  in clu ded  to a ssess  th e love and 
b elon gin gn ess  needs  o f the sam ple, th rou gh  the collective n a tu re o f the b od ies.
B u t it cou ld  a lso a ddress  the sa fety n eeds  o f the w orkforce, in  the solid a rity th a t 
TU  tra d ition a lly offer, and  the short and lon g term  sa fety n eeds  o f the m em b ers  
w ith  th eir p a rt in  w a ge n egotia tion s  (e.g. Tra de U n ion  C ongress  su pportin g the 
na tion a l m in im u m  w a ge in  1995). M as low  referred  to the im p a ct o f the collective 
in  the sense o f b elonging, b u t he d id  n ot specify TU s  as  a  sou rce o f th is  - a lthou gh  
the origina l th eory w a s  n ot w orkp la ce specific. O ther au th ors  o f w ork  m otiva tion  
resea rch  u s in g M as low 's  th eory have a lso fa iled  to con s ider U n ion ism  (Porter,
1961; H a ll and  N ou ga im , 1968; Fried lander, 1963). Th e m a jority o f th is  w ork  has  
b een  condu cted  in  the U S  how ever w here th is  m a y n ot b e as im porta n t as  it is  in  
the U K and  especia lly in  the pu b lic sector. Th is  qu estion  is  therefore m ore 
appropria te to the pu b lic sector a ncilla ry sam ple than  a n y oth er th a t h a s  
p reviou s ly b een  considered . An a lys is  w ill d eterm in e th e type o f n eed  th is  a ctu a lly 
m otiva tes .
Que st io n  17 How sat isf ied are you wi th  you r  basic  hour ly rate o f  pay?
In  h is  tes t o f ah  a lterna tive to M as low 's  theory, A ld erfer (1969) in clu ded  p a y and  
frin ge b enefits  in  h is  Existence needs , and  for Porter (1961) p a y w a s  a lso in clu ded
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in  the N S Q  b u t w a s  n ot cla ss ified  u n d er one p a rticu la r n eed  ca tegory. In stead  
Porter felt th a t the item  spanned  tw o or m ore need  ca tegories  b u t d id  n ot specify 
w h ich  ca tegories  these w ere. Th e a forem entioned  resea rch  b oth  con cen tra ted  their  
eva lu a tion s  o f M a s low 's  cla ss ifica tion  o f needs  to peop le occu pyin g m a n a gem en t 
pos ition s  and  so it seem ed rea sonab le to pose th is  qu estion  to th ose n ot in  so 
fin a n cia lly com fortab le pos ition s  to eva lu a te the im p a ct th a t h a vin g a  low er ra te o f 
p a y h ad  on  need  sa tis faction . In  resea rch  in to econ om ic d epen den cy in  hosp ita l 
w orkers  B r ief et al (1997) a rgu ed  th a t
"some workers fee l they barely make it from  one paycheck to the next.
For them, their jobs  mean nothing less than survival” (p. 1303).
Ra te o f p a y can  b e deb a ted  as appea lin g to severa l o f M as low 's  n eed  ca tegories . A t 
its  m os t p rim itive it cou ld  b e rega rded  as add ress in g the low es t o f the n eeds  -  th e 
phys iologica l n eed  as fin a ncia l m ea ns  are n eces sa ry to pu rch a se food , shelter, 
cloth in g etc, w h ich  are a ll cons idered  n ecessa ry for su rviva l. B u t as  w a s  su ggested  
in  C ha pter 2, phys iologica l needs  a re a lrea dy sa tis fied  in  tod a y’s w es tern  society, 
for exam p le w ith  the U K’s, w elfa re state, food  and shelter are gu a ra n teed  for the 
m a jority. M on ey n ow  can pu rchase better food, cloth in g and  shelter b u t th is  m a y 
a ppea l to the h igh er- order need  o f es teem  in s tea d  o f su rviva l. A  regu la r sou rce o f 
in com e can  a lso secu re the con tinu ed  p rovis ion  o f food  and  shelter, b u t a ga in  th is  
m a y b e sa fety m otiva tion  ra th er than  phys iologica l. Porter (1961) exclu ded  the 
m ea su rem en t o f ph ys iologica l n eeds  in  h is  in s tru m en t
“since these needs are presumably so adequately satisfied fo r any  
managerial person that questions concerning them w ould appear 
irrelevant and unnecessary to the respondent” (p. 3).
S u b sequ en t resea rchers  w ho have u tilised  or adapted  Porter ’s in s tru m en t for their 
ow n  u se (Rob erts  et al, 1971; Alderfer, 1969; M itchell and  M ou dgill, 1976; Payne, 
1970; H erm an  and  H u lin , 1973) have a lso om itted  ph ys iologica l n eeds  for  s im ila r 
reasons . Th e in clu s ion  o f a  pay- rela ted  qu estion  in  Porter ’s in s tru m en t ca n n ot 
therefore b e a  m ea su re o f phys iologica l needs . B u t th is  cou ld  b e the ca se for th is  
low er w a ged  sa m ple so its  in clu s ion  w as  cons id ered  appropria te.
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S a fety needs  cou ld  b e m ore con fiden tly m ea su red  w ith  th is  qu estion . For Porter 
(1961) secu rity needs , as he lab els  them , a re “The feeling o f security in my 
management position” (p. 3); for Rob erts  et al (1971) th ey are “Feelings o f 
pressure” (p. 207); and  for M itchell and  M ou dgill (1976) th ey a re in  pa rt m easu red  
b y “the amount o f predictability and order in one’s position” (p. 339). A ccord in gly 
th is  qu estion  cou ld  m easu re the level o f p red ictab ility, s ecu rity a nd  p ressu re 
responden ts  feel th ey a re u n der in  view  o f th eir b a s ic h ou rly ra te o f pay. 
D is sa tis fa ction  w ith  ra te o f p a y cou ld  ind ica te feelin gs  o f in secu rity, p ressu re and 
u n p red icta b ility in  life ou ts ide o f w ork.
Th is  qu estion  cou ld  a lso b e rega rded  as appea lin g to M as low 's  th ird  level n eed  o f 
esteem , b oth  self- es teem  and es teem  ga ined  from  others. For an in d ividu a l th ere is 
a  s trong sense o f s elf- es teem  from  the feelin g o f b ein g a dequ a tely pa id  for w ork  
th ey perform  especia lly w h en  th is  is  com pared  to others. A ld erfer exa m in ed  th is  in  
h is  resea rch  p os in g the follow in g s ta tem ents  for d egrees  o f a greem ent, “Compared 
to the rates o f similar w ork here my pay  is good” and  “Compared to the rates fo r 
less demanding fobs my pay  is p oo f’. If there is  a  d iscrepa n cy b etw een  the ra te o f 
p a y one feels  one deserves  and the actu a l ra te o f pay, and  w h a t others  receive for 
their p erform ance, then  self- esteem  ga ined  from  on es elf w ill b e low  (p. 162).
E steem  n eeds  a re a lso determ ined  b y notice and a tten tion  from  others  as  w ell, 
and  the cu ltu re o f w es tern  society tends  to rega rd  those w ith  a  h igh  ra te o f p a y as 
b ein g su perior to those w ith  a  low er ra te o f pay. Th is  is  often  b eca u se th ose w ith  a  
h igh er ra te o f p a y have grea ter respons ib ility, edu ca tion  or ta lent. G ood  fin a ncia l 
s ta n d in g in  ou r society tends  to a ccom pa n y a  respect th a t con sequ en tly p rovid es  
h igh er levels  o f esteem . Th is  is  o f cou rse on ly one a spect o f life w h ere es teem  is 
a tta ined . In  th e des ign  o f th is  in s tru m en t h ow ever ra te o f p a y w a s  con s idered  an 
essen tia l sou rce o f m otiva tion  for the an cilla ry s ta ff and  so w a s  in clu ded .
Que st io n  18 How safe do you f ee l  in you r  jo b  f r om  being made r edundant?
Th is  qu estion  w a s  added  as  a  d irect m easu re o f resp on d en ts ’ s a fety needs , the 
second  o f M as low 's  cla ss ifica tions . Th is  w a s  con s idered  the m os t a pp ropria te 
qu estion  to in clu de to m easu re th is  need  in  th e w ork  situ a tion . Q u estion s  rela tin g 
to feelin gs  o f sa fety in  the w ork  role have b een  in clu d ed  in  m a n y other 
exa m in a tion s  o f M a s low ’s p ropos ition . Porter (1961) a sked  pa rticipa n ts  to ju d ge 
“The feeling o f security in my management position” a s  a  m ea su re o f s ecu rity
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needs . S im ila rly H a ll and  N ou ga im  (1968) in  th eir in terview in g o f n ew  
m a n a gem en t tra inees , eva lu a ted  the resp on d en ts ’ s a fety in  “the need to fee l safe 
and prepared fo r anything that might happen, how ever unexpected. The need to 
avoid threat” (p. 18). Rob erts  et al (1971) eva lu a ted  the secu rity needs  of their  
p a rticipa tin g m a n a gers  as “Feeling o f pressure” (p. 207), w h ich  cou ld  be 
in terp reted  as p ressu re o f the job  con ten t su ch  as  dea d lin es  and  p rofit m argins , 
b u t cou ld  a lso b e adapted  to in clu de the feelin g o f jo b  secu rity. S h ou ra  and  S ingh 
(1999) a sked  their eng ineer ‘Do you think you are secure in your job ?’ (p. 47) and 
respon ses  w ere ga thered  on a  7 -poin t sca le. M os t w ou ld  feel u n d er con s iderab le 
p ressu re if u n certa in ty su rrou nded  the secu rity o f ones  w ork  role. M itchell and 
M ou dgill (1976) in  the qu estion in g o f w h ite- colla r w orkers  a lso looked  a t job  
secu rity to eva lu a te M as low 's  sa fety need. In  their  qu estionna ire, responden ts  
w ere a sked  ab ou t the “feeling o f insecurity associated w ith one's position” (p. 339). 
Persona l eva lu a tion s  o f the secu rity o f the w ork  role is  therefore a  s tanda rd  
m easu re o f the need  strength  o f M as low 's  sa fety need , and  so w a s  in clu ded  w ith in  
th is  in stru m ent.
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Que st io n  19 Overal l  how sat isf ied are you in your  jo b?
Q u estion s  o f genera l n eed  sa tis fa ction  w ith  the overa ll w ork  role ha ve a lso b een  
in clu ded  in  b oth  m easu res  o f M as low 's  n eed  h iera rch y and  those o f job  
sa tis faction . Rob erts  et al (1971) in clu ded  qu estion s  o f ‘sa tis fa ction  w ith  the job  in  
gen era l’
“in an effort to determine w hether (they) w ould group separately or 
link to items presumably reflecting the Maslow  categories, thus 
strengthening the measurement o f some categories” (p. 208).
H a ll and  N ou ga im  (1968) a lso inclu ded  genera l qu es tion s  in  their  in terview in g 
a gen da  on  ‘a ttitu des  tow a rds  the jo b ’. A lth ou gh  n ot deta iled , th is  w ou ld  su gges t 
th a t su ch  a ttitu des  w ere eva lu a ted  u s in g a  gen era l w id e- ra n gin g qu estion  as the 
m ore specific qu estions  in clu ded  rela ted  to rela tion sh ip s  w ith  su periors , peers  and 
su b ord ina tes , ca reer a sp ira tion s  and m a jor sou rces  o f d is sa tis fa ction .
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S u pport for the in clu s ion  o f a  qu estion  on glob a l job  sa tis fa ction , ha s  a lso b een  
p rovided  b y N a gy (1996). H e a rgu es  tha t it is  often  a ssu m ed  th a t a  g lob a l m easu re 
o f sa tis fa ction  is  the su m  o f fa cet m easu res , th a t is  qu estion s  on  in d ividu a l 
a spects  o f the job  (e.g. m anagem ent, co-w orker rela tions , pay, tra in in g) b u t th is  is 
n ot the case. It is  therefore n ecessa ry to in clu de b oth  types  o f qu es tion s  to ga in  an 
a ll- in clu s ive m ea su re o f need  sa tis fa ction  in  a  job . Th e in clu s ion  o f fa cet qu estions  
a lone m a y n eglect som e aspects  o f the w ork  role th a t a re im porta n t to an  
em ployee. S im ila rly b y a sk in g glob a l qu estion s  o f n eed  sa tis fa ction , respon den ts  
are n ot p rovided  w ith  the opportu n ity to con s ider a ll releva n t a spects  o f their  job s . 
A  com b ina tion  o f b oth  is  therefore recom m ended , and  so ha s  b een  in clu ded  in  th is  
m easu re.
Th e overa ll qu estion  u sed  in  th is  resea rch  has  a lso b een  u sed  b y severa l other 
w ell- es ta b lish ed  m ea su res  o f job  sa tis faction , n a m ely the M in n esota  S a tis fa ction  
Q u estionna ire (W eiss  et al, 1967) and  the Job - In -G en era l S ca le (S m ith  et al 1989). 
In  b oth  these sca les  glob a l m easu res  w ere in clu ded  a longs ide qu es tion s  o f 
sa tis fa ction  w ith  ind ividu a l a spects  o f the job . C onsequ en tly, th is  qu estion  w as  
in clu ded  to m ake a  glob a l m easu re o f resp on d en ts ’ n eed  sa tis fa ction  a lon gs ide the 
fa cet n eed  sa tis fa ction  m easu res  a lso inclu ded .
Que st io n  22  What would you say your  chances are o f  pr omot i on  in your
depar tment?
Th e issu es  covered  b y th is  qu estion  have appea led  to tw o o f M a s low 's  n eed  
ca tegories  in  p reviou s  investiga tions . W ith in  Porter ’s (1961) cla s s ifica tion  o f 
M as low 's  n eeds  p rom otiona l p rospects  w ere in terp reted  as  a ppea lin g b oth  to 
es teem  needs  and  self- a ctu a lisa tion . Prom otion  can  b e a  sou rce o f es teem  s ince it 
crea tes  the opportu n ity for p res tige w h ich  is  “the regard received from  others in the 
company” th a t Porter u sed . Prestige is  u su a lly a s socia ted  w ith  p rom otion  b ecau se 
o f the n ew  respons ib ilities  th a t are ach ieved  and the fin a n cia l rew a rd  th a t 
a ccom pan ies . Rob erts  et al (1971) a lso in clu ded  a  s im ila r m ea su re for es teem  th a t 
w a s  “opportunity fo r recognition” w h ich  is  w ith ou t d ou b t rela ted  to a  w ork  role 
prom otion . In  m ost circu m stances  p rom otion  is  va lid a ted  th rou gh  an eva lu a tion  o f 
the cu rren t w ork  role w ith  the n ew  role. Th ere is often  a  m ism a tch  b etw een  the 
ca pa b ilities  o f the w orker in  their exis tin g role and  th eir op tim a l com petencies ,
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an d  a  p rom otion  is  recogn ition  b y the orga n isa tion  th a t th e w orker is  m eetin g or 
capab le o f m eetin g these op tim a l com petencies .
Prom otion  can  a lso address  the p innacle o f M a s low ’s h u m a n  needs , th a t o f self-  
a ctu a lisa tion . Porter cla ss ified  th is  n eed  as coverin g “the opportunity fo r personal 
grow th and development” and  “the feeling o f w orthwhile accomplishment” (1961, p. 
3), so once aga in  th is  conceptu a lisa tion  o f the n eed  d irectly a dd resses  prom otion . 
For self- a ctu a lisa tion  p rom otion  can b e in terp reted  as  eith er con trib u tin g to a  
person  b ecom in g a ll th ey can  b ecom e, or a ch ievin g th eir goa l.
In  develop in g Porter's  N SQ , Rob erts  et al (1971) cla ss ified  M as low 's  u ltim a te need  
o f self- a ctu a lisa tion  as “opportunity fo r personal grow th”, “opportunity to grow  
professionally”, “feeling o f self-fulfilment“, and  “opportunity fo r advancement”. Th e 
cu rren t resea rch  qu estion  cou ld  a lso su pport the logic th a t Rob erts ' cla ss ifica tion  
o f self- a ctu a lisa tion  as p rom otion  is  a ssocia ted  w ith  grow in g p rofess ion a lly and 
m os t defin itely rega rded  as an  opportu n ity for advancem ent. Th e a ccom p lish m en t 
o f feelin gs  o f self- fu lfilm en t and  persona l grow th  a re rela tive to the in d ividu a l 
how ever, b u t for the m a jority these cou ld  resu lt from  prom otion . An a lys is  w ill 
d eterm in e th e level a t w h ich  th is  a spect o f w ork  w ill m otiva te the a n cilla ry sta ff.
Que st io n  26  Do you f ee l  that  you are kept  informed about  r elevant  events by
the managers and supervisors?
Th is  qu estion  com m enced  the ‘M a na gem ent Rela tion s ’ qu es tion in g m odu le, and  
w a s  p rim a rily in clu ded  as  an eva lu a tion  o f resp on d en t’s es teem  needs . H a ll and  
N ou ga im  (1968) inclu ded  qu estions  in  their  in terview s  rega rd in g rela tion sh ip  w ith  
su periors  (p. 17), and  for Porter (1961) (and su b sequ en tly those w h o a da p ted  his  
qu estionna ire, for exam ple M itchell and M ou dgill, 1976), th e rega rd  received  from  
others  w ith in  the organ isa tion  w a s  an  a spect o f es teem  needs . B ein g in form ed  
a b ou t even ts  w ith in  th e organ isa tion  th a t can  effect a  w orker 's  role and  d isp la ys  a  
level o f resp ect b etw een  w orkers  and  su periors . W h en  th is  is  u pheld , es teem  needs  
shou ld  b e addressed .
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Th is  qu estion  w a s  in clu ded  for s im ila r reason s  to qu estion  19. Th e g lob a l a ttitu de 
qu estion  ensu res  an  eva lu a tion  o f is su es  th a t fa cet qu estion s  m a y have omitted . 
Th is  w a s  a lso in clu ded  to poten tia lly a ssess  the love and  b elon gin gn ess  n eeds  o f 
the respon den ts  in  their w orkp lace. For Rob erts  et al (1971), love and 
b elon gin gn ess  needs , or socia l n eeds  as th ey la b elled  them , w ere cla ss ified  as 
“Opportunity to talk w ith others in my fie ld” (p. 207). Th is  is  n ot con fin ed  to 
rela tion s  w ith  co-w orkers , b u t a lso those w ith  m a nagem ent. E qu a lly M itchell and 
M ou dgill (1976) in clu ded  in  their socia l n eeds  ca tegorisa tion  “the opportunity for 
conversation and exchange o f ideas w ith colleagues and co-workers” (p. 339). Here, 
co-w orkers  are d is tingu ished , and  so it can b e dedu ced  th a t ‘collea gu es ’ can  
in clu de s ta ff oth er than  th ose th a t are im m ed ia te co-w orkers , i.e. m anagem ent. 
Th e es teem  needs  o f the w orkers  cou ld  a lso b e a ddressed  w ith  th is  qu estion  since 
good  rela tion s  w ith  you r su periors  can  a llow  for "recognition or credit from  co­
workers w hen one does a good job "  (M itchell and M ou dgill, 1976, p. 339). H ere co ­
w orker can  in clu de su periors  in  the es teem  th a t a n y recogn ition  from  th em  can 
b rin g to the ind ividu a l.
Th e qu estion  in clu ded  in  the p resen t resea rch  a lso sp ecifica lly a sks  for an  
eva lu a tion  o f rela tion s  w ith  the resp on d en ts ’ ‘im m ed ia te m a n a ger’. Th e w ord in g o f 
the qu estion  w a s  ca refu lly selected , p rim a rily to redu ce m is in terp reta tion , b u t a lso 
to in crea se the likelihood  o f in teraction . Firstly, b y specifyin g the p roxim ity o f the 
m anager, in  term s o f their im m ediacy, the opportu n ity for m is in terp reta tion  w a s  
redu ced . It is  less  likely th a t responden ts  w ou ld  con s ider the depa rtm en ta l 
m a n a ger or the Tru s ts ’ C h ief E xecu tive as the m a n a ger in  qu estion , s ince the w ord  
‘im m ed ia te’ has  b een  in clu ded . A lso b y in clu d in g th is  term , there is  a  grea ter 
p rob a b ility th a t the respon d in g s ta ff have b een  in  con ta ct w ith  the sa id  m anager, 
and  so their socia l/  love and b elongingness  needs  can  b e eva lu a ted  in  the term s  o f 
th a t specified  b y Rob erts  et al and  M itchell and M ou dgill.
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A ga in  th is  qu estion  cons iders  the love and b elon gin gn ess  needs  o f the 
responden ts , as p rescrib ed  b y Rob erts  et al (1971) and  M itch ell and  M ou dgill 
(1976) in  the p reviou s  qu estion . Th is  qu estion  eva lu a tes  a  m ore specific a spect o f 
glob a l m a n a gem en t rela tion s, in  look in g a t the tru s t th a t em p loyees  experience o f 
th eir m anagem ent.
Th is  ca n  a lso b e rega rded  as eva lu a tin g sa fety needs , a s th ey h a ve b een  m easu red  
b y “the amount o f predictability and order in one’s position” (M itchell and  M ou dgill, 
1976, p. 339). E m p loyees ’ s a fety needs  w ou ld  b e a ddressed  if th ey felt th a t those 
w h o d irected  th em  in  their everyda y w ork  w ere b ein g h on es t and  tru th fu l. Tru s t 
a llow s  for, as  M itchell and M ou dgill su ggested  rela tion sh ip s  to b e p red icta b le and  
to h a ve som e order. If th is  tru s t does  n ot exis t then  em p loyees  w ill feel u n su re 
a b ou t their fu tu re w ith in  the w ork  role and organ isa tion . A s  a  resu lt w ork er ’s 
sa fety n eeds  w ill n ot b e sa tis fied  and  w ill rem a in  dom inant.
Th e w ord in g o f th is  qu estion  requ ires  responden ts  to con s ider the level o f tru st 
th ey h ave of, n ot on ly their im m edia te m anager, b u t a lso the m a n a gem en t o f the 
en tire service w ith in  w h ich  th ey w ork. W orkers  m a y con s id er their  jo b  secu rity 
w h en  a ssess in g the level o f tru s t for m a n a gem en t s ince th is  is  an  is su e ra is ed  w ith  
the glob a l m a n a gem en t o f the service ra th er than  im m ed ia te m a n a gem en t. W ith  
the excep tion  o f cases  w h en  em ployees  a re d ism is sed  du e to a  gen era l 
d is agreeab le a ttitu de and redu ced  w ork  qu a lity, is su es  effectin g the s ecu rity o f 
job s  (su ch  as M a rket Tes tin g and  C om pu lsory C om petitive Ten derin g) are 
gen era lly N H S -w ide. A n  eva lu a tion  o f the level o f tru s t experien ced  o f the services ’ 
m a n a gem en t as a  w h ole w ill a llow  for su ch  is su es  to b e con s idered  b y the 
respon den t w h en  an sw erin g th is  qu estion .
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M iln er et al (1995) describ e su ggestion  schem es as “a formalised mechanism which 
encourages employees to contribute constructive ideas fo r improving the 
organisation in w hich they w ork” (p. 4). Th ese schem es  are b ecom in g m ore and 
m ore w id esp rea d  across  organ isa tion s  w ith in  b oth  the pu b lic and  p riva te sectors, 
w ith  rew a rds  for su ggestions  ra n gin g from  cash  p rizes  and  scra tch  ca rds  to 
a dd itiona l days  annu a l leave. Th e rea son in g for the in trodu ction  o f su ch  schem es  
a nd  the ju s tifica tion  for the in clu s ion  o f th is  qu estion , is  th e poten tia l appea l th ey 
h a ve to severa l o f the em p loyee’s needs .
Firs tly, in  h is  eva lu a tion  o f M as low 's  th eory o f m otiva tion , Porter (1961) in clu ded  
‘a u ton om y’ n eeds  as an  a dd itiona l n eed  to the origin a l cla ss ifica tion s . For Porter, 
a u ton om y n eeds  w ere
To tes t for a u ton om y needs  Porter m easu red  “the opportunity fo r independent 
thought and action” and  “the opportunity fo r participation in the determination o f 
methods and procedures”. For the pa rticipan ts  in  th is  resea rch , su ggestion  
schem es  are th e m ea ns  b y w h ich  su ch opportu n ity exis ts . S u ggestion  schem es  are 
a  veh icle th rou gh  w h ich  w orkers  are ab le to exp ress  th eir in d ep en d en t th ou gh t 
and  in flu ence w ork in g m ethods  and p rocedu res , and  so th is  qu es tion  ca n  b e 
rega rded  as m ea su rin g a u ton om y needs, b u t in  M a s low 's  orig in a l form  o f es teem  
needs . Th e im porta n t focu s  o f th is  qu estion  for the w orkers  how ever, is  w h eth er 
th ey feel their su ggestion s  a re follow ed  u p  b y the service m anagem ent. From  th is  
reason in g, the qu estion  a lso rela tes  to the level o f tru s t respon den ts  h a ve o f their  
m a n a gem en t (qu estion  31). Su ggestion  schem es  im p ly to em p loyees  th a t their
“ones that in Maslow 's system w ould be included in the 'esteem' 
category; here, however, these items have been put in a separate 
category since it seemed that they are logically distinct from  other 
items that are more commonly associated w ith the term 'esteem'“ 
(p. 3).
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m a n a gem en t are ca r in g and  con s ider the view s  and  idea s  o f em p loyees , b u t for 
these schem es  to ach ieve th is  im age th ey n eed  to b e seen  as  w orth w h ile to 
em ployees . S u ggestion s  need  to b e follow ed  u p  and  su ccess fu l ones  n eed  to b e 
w ell com m u n ica ted  for the schem es to have their u ltim a te effect.
M itchell and M ou dgill (1976) in  their tes t o f M as low 's  theory, m ea su red  esteem  
n eeds  as “recognition or credit from  co-workers w hen one does a good job ” (p. 339). 
In  th is  sense, su ggestion  schem es  can  a lso appea l to es teem  in  the recogn ition  
a ch ieved  follow in g a  su ccess fu l su ggestion , a ckn ow ledged  b y m a n a gem en t and 
sta ff. Th ey a lso u sed  the “prestige inside the organisation (regard received from  
others w ithin the organisation)” (p. 339) as a  m ea su re o f es teem  w h ich  cou ld  a lso 
b e ga ined  from  a  su ccess fu l su ggestion  and  the scope for th is  opportu n ity.
For H a ll and  N ou ga im  (1968) es teem  needs  w ere m ea su red  th rou gh  the 
respon s ib ility o f the em ployee. “The need to be in a position w here one's judgement 
and decisions are important to the progress and welfare o f projects and / orpeople” 
(p. 18) can  b e in terp reted  as the opportu n ities  th a t su ggestion  sch em es  serve for 
em p loyees  to in flu ence procedu re. A  su ccess fu l su gges tion  schem e p rovides  the 
opportu n ity for a  degree o f p ow er and respon s ib ility to b e pa ssed  over to the 
em ployee, thu s  add ress in g their esteem  needs  w ith in  the organ isa tion .
Th e su ggestion  schem e p rovides  the scope for m a n a gers  to lis ten  to th eir w orkers  
and then  act u pon  these ideas. H erb ig and  G enestre (1997) h a ve a rgu ed  for 
m a nagers  to em p loy su ch  “active listening that shows understanding o f and 
respect to employees' feelings and ideas” (p. 563) and  the level a t w h ich  this  
m otiva tes  the a n cilla ry s ta ff w ill b et determ ined  in  the ana lys is .
Que st io n  34  Overal l , how effect ive do you f ee l  the T rust ’s system  f o r  
resolving any problems which  Cater ing (Por t er ing/ Domest i c ) S t a f f  have at
work  is?
Th is  qu estion  w a s  a lso in clu ded  p rim arily to eva lu a te the es teem  needs  o f the 
respondents . Aga in  u tilis in g Porter’s conceptu a lisa tion  o f es teem  needs , as 
in clu d in g “the prestige... .inside the company (that is, the regard received from
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others in the company)” (p. 3), th is  qu estion  focu ses  u pon  the qu a lity o f the 
system s th a t h ave b een  in trodu ced  for these w orkers  w h ich  reflects  the rega rd  
th ey receive. An  effective m echan ism  b y w h ich  em p loyees  are ab le to approach  the 
service m a n a gem en t w ith  their p rob lem s, w ill su gges t to em p loyees  th a t their 
em p loyers  give cons idera tion  to their prob lem s. If su ch  an  effective sys tem  exists, 
em p loyees  w ill feel a pprecia ted  b y their em p loyers  and  th eir es teem  needs  w ill be 
a dd ressed  as m ea su red  b y Porter's  approach .
U s in g M itchell and  M ou dgill’s socia l (love and  b elongin gness ) n eed  m ea su rem en t 
o f “the opportunity fo r conversation and exchange o f ideas w ith colleagues and co­
w orkers” (p. 339), th is  qu estion  a lso dea ls  w ith  a  form a lised  sys tem  th a t cou ld  
encou ra ge th is  and  so m easu re w orkers  love and  b elon gin gn ess  need . A lth ou gh  an 
effective com p la in ts  system  is  n ot a  m echa n ism  th rou gh  w h ich  con versa tion  
b etw een  colleagu es  and  co-w orkers  is  encou raged , it is  one th rou gh  w h ich  
em p loyees  can  a ir their view s  and ga in  su pport from  oth ers  on w h ich  
im provem en ts  can  b e m ade. In  th is  sense, com p la in ts  sys tem s  are s im ila r to 
su ggestion  schem es.
Th e ju s tifica tion  for su ggestion  schem es  as a ppea lin g to es teem  and  love and  
b elongingness  (socia l) n eeds  can  a lso b e app lied  to the qu a lity o f the em p loyees ’ 
com p la in ts  p rocedu re. An d  s im ila rly it is  im porta n t for em p loyees  to con s ider the 
system  to b e effective for it to have an y im pa ct on  a n y m otiva tion a l need.
Evaluat ing  the appl icabi l i ty o f  Ma sl ow’s theory o f  mot ivat ion in  anci l lary st a f f
Que st io n  35  How cont rol led do you f ee l  by you r  supervisor  in you r  work?
A s  p reviou s ly m en tioned  Porter (1961) in clu ded  the ‘a u ton om y’, n eed  as a  
con tin u a tion  o f M a s low ’s es teem  n eed  ca tegorisa tion  a n d  th is  qu estion  cou ld  
d irectly m ea su re th is  need. Porter’s au ton om y m ea su res  for “the opportunity for 
independent thought and action”, “the opportunity.. .for participation in the setting o f 
goals” and “the opportunity...for participation in the determination o f methods and 
procedures” (p. 3) can  a ll rela te to how  con trolled  w orkers  feel b y th eir su pervisors . 
S ine au ton om y is  u ltim a tely a  type o f es teem  need  as  describ ed  b y M as low , for 
respect and  rega rd , th is  qu estion  w ou ld  qu ite clea rly su p rem ely m ea su re the 
es teem  need.
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Que st io n  36 How sat isf ied do you f ee l  about  th is cont rol?
A ccord in g to th e p rocess  o f m otiva tion  describ ed  b y M as low , and  specifica lly the 
depriva tion/  dom ina tion  p ropos ition , the less  a u ton om y and  es teem  one has 
th rou gh  control, the m ore th is  is  des ired . Th is  qu estion  w a s  in clu ded  as an 
a ttem pt to a scerta in  the exten t o f th is , as w ell as  cu rren t levels  o f sa tisfaction . 
W ith  the in trodu ction  o f n ew  w a ys  o f w ork in g in  tod a y’s p riva te and  p u b lic sectors 
su ch  as au ton om ou s  w ork  grou ps , self-m anaged  tea m s  and  tea m  b ased  p ra ctices , 
the level o f con trol th a t the responden ts  experience in  th eir job s  is  a  p reva len t 
con tem pora ry issu e. E lm u ti (1997) ha s  cons id ered  the im pa ct o f s elf-m a na ged  
w ork  team s  on  em ployees , and conclu ded  th a t
“empowerment is used as the umbrella term fo r increasing employee 
involvement in decision making through self-managed w ork teams. 
Empow erment is more than involvement; it represents a high degree of 
involvement in which employees make decisions themselves” (p. 233).
If th ere is  a  redu ction  in  the level o f con trol experien ced  b y em p loyees  du e to these 
n ew  w ork in g practices , then  it shou ld  follow  th a t th is  w ill have an  im p a ct on  the 
a u ton om y th ey experience. It m u st b e reca lled  h ow ever th a t Porter ’s a u ton om y 
n eed  cla ss ifica tion  w as  developed  from  M as low 's  n eed  for es teem , b oth  self- es teem  
and  th a t received  from  others  so an y id en tifica tion  o f th is  n eed  cla s s ifica tion  w ill 
b e con s idered  in  the origina l form at.
Que st io n  37  Work ing f o r  the Cater ing (Por t er ing/ Domest i c ) Service, do you
agree that  you f ee l  pa r t  o f  a team?
Th is  qu estion  w a s  m a in ly des igned  to m ea su re M a s low 's  love and  b elon gin gn ess  
needs . O f the m a n y theoris ts  tha t have tes ted  the exis ten ce o f a  h iera rch y o f n eeds  
(Porter, 1961; La w ler and  Su ttle, 1972; H a ll and  N ou ga im , 1968; Rob erts  etal, 
1971), th is  n eed  has  b een  given  va ryin g lab els . For Porter, and th ose w h o have 
u sed  his m ea su rem en t in stru m ent, they w ere cla ss ified  as  ‘s ocia l’ needs , and  for 
H a ll and  N ou ga im , th is  w a s  the need  for ‘a ffilia tion ’. D esp ite the va ria n ce in  need  
lab elling, the con ten ts  and  the m eans  b y w h ich  it h a s  b een  m ea su red  a re sim ila r.
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Th e in clu s ion  o f th is  qu estion  appea ls  to a ll cla ss ifica tion s  o f th is  n eed  ca tegory. 
Firs tly, Porter ’s socia l n eed  m ea su rem ents  ( “the opportunity...to give help to other 
people” and  “the opportunity fo r developing close friendships” (p. 3)) can  a pp ly to 
th is  qu estion , w h ere tea m w ork  p rovides  th e opportu n ity for m ea n in gfu l 
in teraction . S econdly, H a ll and  N ou ga im ’s a ffilia tion  m ea su rem en t a ddressed  the 
n eed  for “concern over establishing, maintaining, or restoring a positive affective 
relationship w ith another person or group in the w ork situation” (p. 18). Th rou gh  
close w ork in g rela tion sh ips  w ith  co-w orkers  the a ffilia tion  n eed  ca n  b e expressed . 
Th ird ly, in  th eir developm en t o f Porter’s w ork, M itch ell and  M ou d gill’s socia l h eed  
m ea su rem en t a lso in clu ded  “the opportunity for conversation and exchange o f 
ideas w ith colleagues and co-w orkers” (p. 339) w h ich  can  aga in  b e es ta b lish ed  
th rou gh  team  b ased  m ethods . F ina lly S h ou ra  and  S ingh  (1999) m ea su red  socia l 
n eeds  7s there a sense o f team belonging at your w orkplace?' w h en  tes tin g 
M as low 's  m odel w ith  engineers .
Tea m  b a sed  w ork in g practices  are b ecom in g com m on p la ce and  th ey h a ve severa l 
b enefits  su ch  as encou ra gin g com m u n ica tion , im p rovin g job  p erform a n ce and 
a dvoca tes  lea rn in g and developm en t o f b oth  the team  m em b ers  and  the 
orga n isa tion  (Ingra m  and D escom b re, 1999, p. 53). Th is  is  especia lly tru e for the 
N H S , as exp la in ed  b y the w ork  o f W illiam s  et al (1998) on  the h ea lth  o f the N H S  
w orkforce. Th ey iden tified  the need  for
Th is  qu estion  w a s  in clu ded  therefore to a scerta in  the exten t to w h ich  tea m w ork  
w a s  in  exis tence accord in g to the w orkers  them selves , and  from  th is  th e exten t to 
w h ich  love and  b elongin gness  needs  are b ein g addressed .
C h a p t e r  4  I
P ag e  130  |
R e se a rc h  Q u e s t i o n  I
M e t h o d o lo g y
Evaluat ing  the appl i cabi l i ty o f  Ma sl ow’s theory o f  mot ivat ion in anci l lary st a f f
Que st io n  38  How impor tant  do you f ee l  that  good relat ions wi th  the other  
Cater ing (Por t er ing/ Domest ic ) S t a f f  are, f o r  the smooth  running o f  the 
Cater ing (Por t er ing/ Domest i c ) Servi ce?
A s  w ith  qu estion  11, the im portance o f a  need  has  b een  a scerta in ed  b y one of 
sa tis fa ction , and  appea ls  for in clu s ion  for s im ila r reason s . Th is  is a  gen era l 
qu estion  ab ou t co-w orker rela tion s  for the good  o f th e w h ole service, and  
addresses  the n eed  for the service ra th er than  the ind ividu a l. Th e im porta nce o f 
th is  fea tu re and  the n eeds  to w h ich  th ey perta in  a re in clu ded  in  a  la ter section  o f 
the qu estionna ire (d iscu ssed  la ter in  th is  chapter).
Follow in g on  from  the p reviou s  qu estion  rega rd in g team  rela tion sh ip s , th is  
qu estion  is  in terp reted  as a  d irect m easu re o f love and  b elon gin gn ess  needs  
n eces sa ry for the effective fu n ction in g o f the service. A s  w ell as  M a s low 's  love and  
b elon gin gn ess  needs , th is  qu estion  cou ld  a lso appea l to Porter’s socia l n eeds  or 
H all and  N ou ga im ’s a ffilia tion  deriva tives  o f the orig in a l form .
'G ood  rela tions ' b u ilt u p  from  team  w ork in g in  service tea m s  or other m eth ods  o f 
w ork in g are cons idered  in  th is  qu estion  for their  im p a ct on  the sm ooth  ru n n in g o f 
the service. U ltim ately, the degree o f love and b elon gin gn ess  n eeds  deem ed  
n ecessa ry to ach ieve th is  a re b ein g m easu red .
Que st io n  39 Do you agree that  you p l ay an equal  role in the func t i on ing  o f  
the Cater ing (Por t er ing/ Domest ic ) Service as other  Cater ing (Por ter ing/
Domest ic ) S t a f f  p lay?
Responden ts  b ein g a sked  for their op in ion  o f the con trib u tion  th ey m a de to the 
fu n ction in g o f th eir service can  b e a rgu ed  to m ea su re eith er love and 
b elon gin gn ess  or es teem  needs . O ne item  o f Porter’s item s  m ea su rin g socia l n eeds  
w a s  “the opportunity... to give help to other people” (p. 3) and  for s ta ff to perform  an  
equ a l role as  other m em b ers  o f their team , a  degree o f co-opera tion  b etw een  
w orkers  is  su re to exist. Th rou gh  th is  co-opera tion  s ta ff w ill b e ab le to su pport 
others, w h ich  shou ld  address  the need  for love and  b elon gin gn ess .
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M itch ell and  M ou dgill m ea su red  es teem  needs  as “recognition or credit from co­
workers when one does a good job  ” and for Porter th is  is  delib era ted  th rou gh  “the 
feeling o f self-esteem a person gets in one's position'' (p. 339). A lth ou gh  the 
qu estion  su ggests  th a t the role u n d er cons idera tion  is  th a t o f an  equ a l and 
con trib u tion  is  b a lanced , m erely con trib u tin g to the efficien t fu n ction in g o f the 
service shou ld  p rovide a  sou rce o f recogn ition . S im ila rly cred it shou ld  b e 
a ttrib u ted  to th ose deliverin g the service if it is  recogn ised  as  one o f efficien cy and  
effect. Th e ackn ow ledgem en t o f th is  su ccess  cou ld  b e a  m a jor sou rce o f s e lf- ' 
es teem  for a ll in volved  in  a ch ievin g the standard . E qu a lly if the service is 
ineffective, then  es teem  needs  w ill b e deprived  and  thu s  sou ght.
For b oth  Porter and M itchell and M ou dgill, the n eed  for self- a ctu a lisa tion  w a s  
m ea su red  b y “the feeling o f w orthwhile accomplishment associated w ith one's  
position”, w h ich  cou ld  a lso b e the resu lt o f equ a lly con trib u tin g to an efficien t 
service if levels  o f esteem  are conceptu a lised  in  an  extrem e form . A s  w a s  su ggested  
ab ove, if a  service is  fu n ction in g su ccess fu lly and  a t its  m os t efficient, th ose 
p la yin g an  equ a l role in  its  p rodu ction  w ill feel th is  a ccom p lish m en t is  w orthw h ile. 
B y p la yin g an equ a l role, s ta ff do n ot s im p ly perform  the ta sks  th ey h a ve b een  
a lloca ted , in s tea d  th ey shou ld  take ow nersh ip  o f the service and  as  su ch  take 
p ride in  its  delivering. A n y n ega tive repercu ss ion s  o f the service reflects  on  th eir 
w ork, and  likew ise an y pos itive consequ ences  o f th eir w ork  can  a ppea l to the 
es teem  n eed  or perh a ps  even  self- actu a lisa tion .
Que st io n  41 How would you rate your  relat ions wi th  you r  T rade Union
representat ive ?
B oth  th is  qu estion  and  qu estion  11 w ere in clu ded  to form  a  qu es tion in g m odu le 
ab ou t Tra de U n ion ism . Relia b ility can  b e tes ted  th rou gh  th e repetition  o f a  
qu estion in g a rea  and  as O ppenheim  (1994) has  su ggested
“we should not rely on single questions w hen we come to measure 
those attitudes that are most important to our study; we should have a 
set o f questions or attitude scales” (p. 147)
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Tra d e U n ion ism  is  m os t im porta n t for m a n u a l s ta ff in  the pu b lic sector and are 
p red icted  to m ea su re either the love and b elon gin gn ess  needs  o f the responden ts  
or th eir sa fety needs . A s  a  m em b er o f a  TU , em phas is  is  p la ced  on  collective 
b a rga in in g to regu la te the term s o f em ploym ent. Th is  therefore rein forces  the 
appea l to love and  b elon gin gn ess  needs  in  the m em b ers ' sha red  in teres ts  or their  
s a fety n eeds  th rou gh  the focU s on  term s o f em ploym ent.
Que st io n  43  I f  you  won a large sum  o f  money, would you cont inue with your
jo b?
Th is  qu estion  has  p reviou s ly b een  a sked  o f responden ts  p a rticip a tin g in  w ork  
m otiva tion  resea rch . C a rr et al (1996) in  th eir a n a lys is  o f p a y d iscrepa n cies  and 
w ork  m otiva tion  m ea su red  in trin s ic m otiva tion  w ith  the qu estion  *w hether they 
would continue to work if they won a lottery, after which they could afford to retire 
comfortably” (p. 484). For those w h o w ou ld  con tinu e to w ork, th ey con clu ded  an 
in trin s ic ra th er than  extrin s ic m otiva tion . Th e w ord in g o f th e qu estion  in  this  
resea rch  w a s  changed  from  ‘lottery ’ to (a large sum o f money  ’ a fter 
m is in terp reta tion s  w ere u ncovered  in  the p ilot qu estionna ire, w h ere respon den ts  
fa iled  to a n sw er b eca u se th ey d id  n ot p la y the lottery.
Rob erts  et al (1971) in clu ded  in  their ana lys is  o f M a s low ’s th eory o f m otiva tion  
severa l gen era l sa tis fa ction  item s. O f the item s, one a sked  respon den ts  for  their 
“feelings about future in present division” (p. 208), w h ich  cou ld  b e con s idered  in 
a ccorda nce w ith  th is  qu estion  ab ou t fu tu re p lans . A lth ou gh  w in n in g a  la rge su m  
o f m on ey is  n ot a  regu la r occu rrence for m a n y peop le, it w a s  in clu ded  for s im ila r 
rea son s  as th a t p rovided  b y Rob erts  et al. Th ey added  gen era l item s  o f 
sa tis fa ction  to a scerta in  w h eth er th ey w ou ld  grou p  in d ep en d en tly or jo in  those 
specifica lly in clu ded  as m easu res  o f M as low 's  n eed  ca tegories . If th ey d id  the 
la tter, the m ea su rem en t o f n eed  ca tegorises  w ou ld  b e s trengthened . Th e 
ju s tifica tion  for the in clu s ion  o f th is  qu estion  is  likew ise. It w a s  n ot in clu d ed  as a  
specific m ea su re o f M as low 's  needs , in s tead  the qu estion  a llow ed  in ves tiga tion  o f 
the respon se clu stering.
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Que st io n  44  How happy are you wi th  you r  physi ca l  work ing envi ronment?  
(e.g. hospi tal  layout, decorat ion etc).
Aga in  th is  qu estion  w a s  in clu ded  as a  gen era l s a tis fa ction  item  to in vestiga te the 
clu s terin g o f the respon ses  ra th er than  a  d irect m ea su re o f M as low 's  origin a l need  
ca tegories . S tretton  (1994) how ever in clu ded  in  h is  ana lys is  o f M as low 's  
reform u la ted  n eed  h iera rch y am ongst pu b lic servan ts  an ‘a es thetic n eed ’ to w h ich  
th is  qu estion  cou ld  a lso appea l. Th e aes thetic n eed  w a s  pos ition ed  im m ed ia tely 
b efore the u ltim a te need  o f self- a ctu a lisa tion  in  the h iera rchy, and  com prised  the 
need  for sym m etry, order and b ea u ty (M aslow , 1954). A lth ou gh  it w ou ld  seem  
logica l for the m a jority o f these needs  to b e fu lfilled  ou ts ide the w ork  en viron m en t 
th rou gh  su ch  a ctivities  as art, litera tu re and pa in ting, S tretton  a rgu ed  th a t “a  
comfortable and pleasant work environment may itself go some way towards 
satisfying this need" (p. 148). Th is  qu estion  th erefore can  b e con s idered  as a  tes t 
o f the aes th etic need  th a t can  b e su b su m ed  b y M a s low 's  n eeds  a t the h igh er levels  
o f the h iera rchy, or a  m easu re o f genera l n eed  sa tis fa ction .
Ne e d Sat isfac t io n  A nsw e ring  Scale
A ll the ab ove qu estion s  tes tin g the app lica b ility o f M as low 's  cla s s ifica tion  o f 
hu m an  m otiva tion  in to five needs  and  the exten t o f n eed  sa tis fa ction , h a d  a  
response form a t o f a  five poin t L ikert (1932) sca le. Th e L ikert sca le a dd resses  the 
u n i- d im en s ion a lity o f the a ttitu d ina l responses  in  a s sess in g th a t a ll qu estion s  
th rou gh ou t the qu estionna ire m easu re the sam e con s tru ct (m otiva tion ). Q u estion s  
requ ested  responden ts  to p lace them selves  on  an  a ttitu de con tin u u m  th a t 
spanned  from  stron gly agree, agree, n eith er a gree nor d isagree, d isa gree to 
s trongly d isagree. Th e sca les  a ltered  s ligh tly d epen d in g on  the w ord in g  o f the 
qu estion , for exam ple qu estion  18 asked  respon den ts  a b ou t the level o f job  
secu rity th ey felt in  their job , so the sca le ra nged  from  very sa fe, safe, n eith er sa fe 
nor u nsa fe, u n sa fe to very u nsa fe, as it w ou ld  h a ve b een  in a pp rop ria te for degrees  
o f a greem en t to b e expressed  to th is  qu estion . Th is  has b een  su pported  b y B ab b ie 
(1990) w h o a pproved  “modifications o f the wording o f the response categories ... 
can be used, o f course“ (p. 164).
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Th e Likert sca le a llow s  for u n a m b igu ou s  ord in a lity o f the respon se ca tegor ies  as 
th ey a re o f equ a l w eigh ting. O rd ina l da ta  is  in  effect b ein g ga th ered  as  th e 
respon ses  are ordered  from  favou rab le to u n favou rab le, h ow ever for the pu rpose o f 
a n a lys in g the degree o f n eed  sa tis fa ction  across  the pa rticipa n ts  the responses  
h a ve to b e standard ised . In  th is  w a y a  m ea n in gfu l com pa rison  ca n  b e m ade 
b etw een  pa rticipa n ts  in  the popu la tion . Responses  on  the Likert sca le w ere 
con s is ten tly scored  5, 4, 3, 2 and  1 w ith  a  h igh  score dep ictin g a  fa vou ra b le 
respon se w h ich  then  norm a lises  the resu lts . B y u s in g in terva ls  o f an  equ a l 
am ou nt, the d a ta  is  then  tran s form ed  to in terva l data .
A n  a lterna tive scoring system  w a s  cons idered . Respon ses  w ere in s tea d  goin g to b e 
scored  to reflect the im portance a ss igned  to the n eed  b y the respondents . Th e 
im porta n ce o f n eeds  w ere m easu red  b y qu estion  14 (w h ich  w ill b e con s idered  la ter 
in  th is  chapter) on  a  s im ila r L ikert sca le. Ta k in g an  a vera ge im porta n ce o f each  
need  th ree scorin g system s w ere des igned . Th ose rela tin g to a  n eed  ra ted  o f h igh  
im porta n ce (a  m ea n  o f 4.5 - 5) a  n eed  sa tis fa ction  L ikert sca le scored  20, 15, 0, - 
15, -20 w a s  to b e u sed . For n eeds  o f a verage im porta n ce (a  m ea n  o f 3.5 -  4.4) a  
n eed  sa tis fa ction  sca le o f 15, 10, 0, -10, -15 w a s  to b e u sed . For n eeds  given  low  
im porta n ce b y the sam ple (a  m ean  o f 0 -  3.4) a  n eed  sa tis fa ction  sca le o f 10, 5, 0, 
-5, -10 w a s  to b e u sed . B y w eigh tin g the sca le grea ter reflection  w ou ld  h a ve b een  
given  o f M as low 's  propos itions , as the m ore im p orta n t the n eed  w a s  to the sam ple, 
a  grea ter level o f sa tis fa ction  cou ld  have b een  ach ieved . Th e d ra w b a ck  o f th is  sca le 
h ow ever is  its  va lid ity in  tru ly reflectin g the n eed  sa tis fa ction  o f the pa rticipan ts . 
A lth ou gh  it w ou ld  have b een  favou rab le to em p loy su ch  a  sca le its  la ck  o f va lid ity 
in  the sca le w eigh tin g m u st b e cons idered . Th e s im ple L ikert sca le w ith  
s tanda rd ised  scorin g 5, 4, 3, 2 and  1 w a s  cons idered  m ore rob u s t a n d  accu ra te 
and so w a s  applied .
Th e Likert sca le has  good reliab ility. Th e in terna l con s is ten cy o f a ll th e ab ove need  
sa tis fa ction  qu estions  w a s  show n to b e h igh  w ith  a  C ronb ach  A lp h a  o f 0.8629. 
Relia b ility is  good  b ecau se the sca le a llow s  a  grea ter ra n ge o f an sw ers  and it 
perm its  m ore p recise in form ation  on  the s trength  o f a greem en t or d is a greem ent, 
than  for exam ple a  s im ple tw o-w a y agree/  d is a gree sca le.
Th e m a in  criticism  o f the Likert sca le is
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“its lack o f reproducibility (in the technical sense): the same total score 
may be obtained in many different ways. This being so, it has been 
argued that such a score has little meaning or that two or more identical 
scores may have totally different meanings”
(O ppenheim , 1992, p. 200).
For th is  resea rch , how ever, the na tu re o f the respon ses  to in d ividu a l qu estion s  in 
rep resen tin g d ifferen t n eeds  are o f in teres t ra th er than  the overa ll score to a ll the 
qu es tion s .
Likert sca les  have b een  u tilised  b y m a n y other resea rch ers  a lso tes tin g the hu m an  
need  s trength . Porter (1961) u sed  a  seven  p oin t equ a l w eigh ted  respon se sca le for 
the N S Q  w ith  a  con s is ten t h igh  score for a  fa vou rab le respon se. O ther resea rchers  
have im ita ted  the form a t o f Porter’s qu estionna ire, su b sequ en tly u tilis in g the same 
type o f respon se sca le (Alderfer, 1969; M itchell &  M ou dgill, 1976; Rob erts  et al,
1971). W eiss  et al (1967) a lso u sed  a  five p oin t L ikert sca le for th eir M a n u a l for 
M in n esota  S a tis fa ction  Q u estionna ire for m ea su rin g job  sa tis fa ction . Th is  w a s  
scored  in  the sam e w a y as th a t u sed  for th is  resea rch  w ith  a  low  score o f 1 for an 
u n fa vou ra b le response (very d issa tis fied ) and a  h igh  score o f 5 for a  fa vou ra b le 
response (very sa tis fied ). Th e scoring and sca le are therefore con s idered  
appropria te.
Need Impor tance Quest ion Design
A  tw en ty-pa rt im porta nce qu estion  w a s  in clu ded  in  the qu es tion n a ire to eva lu a te 
firs tly the cla ss ifica tion  o f n eeds  b y p rovid in g the scope for th ose fou nd  in  need  
s a tis fa ction  to b e con firm ed. Th e second  and m a in  rea son  h ow ever is  to a ssess  
Resea rch  Q u estion  II in  the a rra ngem ent o f the d eficien cy needs  in  a  h iera rch y of 
p repotency. A ccord in g to M as low  (1943) the s tru ctu re o f the h iera rch y
“means that the most prepotent goal w ill monopolise consciousness 
...the less prepotent needs are minimised, even forgotten or denied”
(p. 394).
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Th e im porta n ce qu estion  is  s im ila r to th a t u sed  b y Porter (1961) and  su b sequ en t 
resea rch ers  w h o have adapted  the N SQ  (Rob erts  et al, 1971; La w ler and  S u ttle, 
1972; H erm an  and H u lin , 1973; M itchell and M ou dgill, 1976; Sa very, 1996). 
Porter a sked  responden ts  to ra te item s  on a  sca le o f 1 (min) to 7 (max) as to h ow  
im p orta n t the va ria b le w a s  to them  and from  th is  score he w a s  th en  ab le to 
ca lcu la te the poten cy o f the need  in  rela tion  to h ow  sa tis fied  it w as . Th is  is 
com pa ra b le to the p rocedu res  follow ed  in  th e p resen t investiga tion .
B eca u se the resu lts  o f the im porta nce can  a lso b e u sed  to con firm  the n eed  
cla ss ifica tion s  fou nd  for n eed  sa tis faction , the ra tion a le for the im porta n ce 
qu es tion in g w ill b e reported  in  th is  Resea rch  Q u estion  I section.
Q u estion  14 o f the qu estionna ire (see A p p en d ix 5) posed  the qu estion  “How  
important to you are:”, and then  lis ted  tw en ty w ork  rela ted  va ria b les  a pp rop ria te to 
the a n cilla ry w ork  roles. Th ere n ow  follow s  the ra tion a le and  ju s tifica tion  for the 
in clu s ion  o f each  o f the tw en ty item s, w h ich  a re con s idered  in  the order th ey w ere 
p resen ted  in  the qu estionna ire.
Que st io n  14a Good rate o f  pay
Responden ts  w ere a sked  for the level o f im porta n ce th ey a tta ched  to a  good  ra te o f 
p a y and w a s  in clu ded  for s im ila r rea sons  to th a t m ea su rin g sa tis fa ction  w ith  the 
ra te o f the sam e fea tu re (qu estion  17). B y in clu d in g tw o qu estion s  d irectly rela tin g 
to the im portance o f and sa tis fa ction  w ith  ra te o f pay, a  d is crep a n cy score ca n  in  
effect b e ca lcu la ted . Th is  then  eva lu a tes  an y dep riva tion  and  su b sequ en t 
dom inance o f th is  a spect o f the w ork  en viron m en t and  the h u m a n  needs  to w h ich  
it a ppea ls . Porter inclu ded  a  pay- rela ted  qu estion  th a t a sked  the m a n a gem en t 
sam ple to eva lu a te h ow  im porta n t th is  a spect o f th eir job  w a s  to them , h ow  m u ch  
shou ld  there b e and how  m u ch  there w a s  a t p resen t b u t he d id  n ot a s socia te p a y 
w ith  an y o f M as low 's  n eed  cla ss ifica tion  and in clu ded  it in  a  n on - specific ca tegory. 
A ld erfer (1969) a lso in clu ded  pa y in  h is  inves tiga tion  o f an  a ltern a tive th eory to 
th a t o f M as low 's . H e inclu ded  it as an Existence n eed  w h ich  “include all the various 
forms o f material and physiological desires” (p. 145). W ith  su ch  low  levels  o f pay, 
th is  shou ld  m ea su re the a ncilla ry s ta ffs  p h ys iologica l or sa fety needs .
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Que st io n  14b Good bonus scheme
Th is  va r ia b le w a s  in clu ded  for s im ila r reason s  to oth er fin a n cia l b a sed  qu estions , 
su ch  as ra te o f p a y and  overtim e opportu n ities . Its  in clu s ion  w a s  p redom in a n tly to 
a dd ress  M as low 's  sa fety need. Th is  fin ancia l b a sed  va ria b le is som ew h a t d ifferen t 
h ow ever to other su ch  va ria b les  is  a  rew a rd  for extra  w ork  or effort and  as su ch  is 
an  incen tive. Rate o f pay, on  the other hand, is  a  regu la r sou rce o f in com e.
B ea rin g th is  in  m ind, b onu s  schem es  m a y a lso a ppea l to H a ll and  N ou ga im ’s 
(1968) es teem  n eed  tes t o f M as low 's  theory. For th ese resea rchers , es teem  needs  
com prised  ach ievem en t and  cha llenge, w h ich  is  “the need to compete w ith some 
challenging standard o f excellence, w ither internal or external” (p. 18). To b e 
m otiva ted  b y b onu s  schem es, w orkers  m a y see the add ition a l w ork  requ ired  as  a  
ch a llenge tha t is  rew a rded  financia lly. Th is  va ria b le therefore can  b e con s idered  to 
appea l to b oth  sa fety and  es teem  needs  b u t th is  w ill b e determ in ed  b y clu stering.
Que st io n  14c Good relat ionship wi th  co-workers
Th is  w ork  va ria b le w a s  in clu ded  in  d irect rela tion  to n eed  sa tis fa ction  qu estion s  
37, 38 and 39, rega rd in g co-w orker rela tions . In  s im ila r rea son in g to th a t p rovided  
for the a forem entioned  qu estions , the in clu s ion  o f th is  va ria b le can  b e ju s tified  
th rou gh  Porter’s m easu re o f M as low 's  love and  b elon gin gn ess  need . Porter 
m ea su red  ‘socia l n eed s ’ im portance and  exis tence u s in g  the qu estion s  “the 
opportunity....to give help to other people” and  “the opportunity to develop close 
friendships  ...” (p. 3) and can  a lso b e reflected  in  th is  item  as w ell as S h ou ra  and  
S in gh ’s (1999) socia l n eed  m easu res  o f ‘Do co-workers help each other', ‘Do you 
have friends in the work place ' and  ‘Do you have the opportunity to develop close 
friendships in this job ?'  (p. 47). For H a ll and  N ou ga im  (1968) the n a tu re o f 
qu estion  w ou ld  in s tead  appea l to their m ea su re o f M a s low 's  s a fety n eed  
cla ss ifica tion . Id en tified  as the need  for ‘S u pport and  A p p rova l’, th is  a sp ect o f 
s a fety m otiva tion  w a s  “concern over acts o f notice, praise, or blame as a means o f 
self-definition. Relying on the opinions o f others fo r achieving self-esteem and self-  
confirmation” (p. 18). Th is  cu rren t resea rch  item  cou ld  aga in  appea l to th is  
in terp reta tion  b u t th ey fou nd  their ca tegoris a tion  to h a ve low  n eed  s trength  
reliab ility. Poten tia lly b oth  love and b elongingness  needs  and  s a fety n eed s  are in
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eviden ce w ith  th is  w ork - rela ted  va r ia b le and fu rth er ana lys is  w ill determ in e its  
na tu re.
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Que st io n  14d Pr ide in servi ce
Th is  qu estion  w a s  in clu ded  as a  m easu re o f M as low 's  es teem  n eed  clas s ifica tion . 
Lea  and  W eb ley (1997) define p ride as “an emotion elicited by one’s ow n or others’ 
achievement and associates w ith self-esteem and positive self-image” (p. 323). Th is  
item  w a s  in clu ded  to eva lu a te the im portance o f b oth  types  o f es teem  needs  
defin ed  b y M aslow . H e d is tin gu ished  es teem  n eeds  as b ein g th e n eed  for respect 
from  others  in  order to sa tis fy ego needs  and th rou gh  the sa tis fa ction  o f th is  need  
h u m a n s  w ill feel self- con fident, capab le and adequ ate. Th e second  k in d  o f es teem  
is  th a t w e give ou rselves , self- esteem , w h ere one w ill a tta in  feelin gs  o f d ignity, o f 
b ein g on e’s ow n  b oss  and o f con trollin g on e’s ow n  life (Row an , 1998, p83). Th e 
im porta n ce o f p ride therefore shou ld  determ ine b oth  ego n eeds  and  self- es teem  
b u t w ill b e con firm ed  on analys is .
Que st io n  14e Oppor tuni t ies f o r  mul t i -sk i l l ing
M u lti- sk illin g is  a  dom ina n t is su e in  th e N H S  b oth  for clin ica l and  non -clin ica l 
w orkers  w h ich  encom passes  the sam ple in  the cu rren t resea rch . M u lti- sk illin g has 
b een  defin ed  as  “the training o f people to perform two or more traditionally separate 
roles” (Akh lagh i and M ahony, 1997, p. 66) and  th is  is  p a rticu la rly tru e for the 
porterin g, dom estic and  ca terin g N H S  sta ff, w h ere n ew  roles  b ein g in trodu ced  are 
m ergers  o f these roles  (e.g. in trodu ction  o f w a rd  h ou sekeep er in  N H S  Plan , 2000). 
Tra in in g opportu n ities  and  prospects  to develop  on eself in  the w ork  p la ce have 
b een  ca tegorised  b y resea rchers  as a dd ress in g M a s low 's  u ltim a te h u m a n  n eed  o f 
self- a ctu a lisa tion . Porter (1961) m easu red  th is  w ith  “the opportunity fo r personal 
grow th and development.. and tra in in g p rovided  for m u lti- sk illin g ca n  b e 
rega rded  as  p rovid in g th is  opportu n ity. For H all and  N ou ga im  (1968) one m ea su re 
o f self- a ctu a lisa tion  u sed  in  th eir resea rch  w a s
I
 “the need for development and integration ofpersonal skills. The 
desire to become competent, skilful, and effective in areas w hich are
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important to the individual and w hich are job-related, w ithin broad 
limits . Included here is the individual’s desire to acquire new  
knowledge and skills” (p. 18).
W ith in  the N H S  the opportu n ity to b ecom e m u lti- sk illed  is often  optiona l, so for 
those w h o feel th is  is  im porta n t the des ire m en tion ed  in  H a ll and  N ou ga im ’s 
m ea su re shou ld  b e m ea su red  and  so m otiva te a t the h igh es t level.
Que st io n  1 4 f  Good t raining oppor tuni t i es
Th e ju s tifica tion  for the in clu s ion  o f th is  w ork - rela ted  va ria b le is  s im ila r to th a t for 
the p reviou s  qu estion . Tra in in g opportu n ities  appea l to M a s low ’s self- a ctu a lisa tion  
need  in  the scope th ey p rovide for p erson a l grow th  and  developm ent. H ow ever 
O ’B rya n  and P ick  (1995) in  their a pp lica tion  o f M a s low 's  n eed  h iera rch y to 
in form a tion  system s  p rofess iona ls , cla ss ified  tra in in g as a ppea lin g to b oth  sa fety 
n eeds  and  love and  b elongingness  needs . Th ey su gges ted  th a t tra in in g can  p rovid e 
grea ter job  secu rity, as it serves  b oth  as a  s igna l to the em p loyee th a t th ey are 
w orth y o f in ves tm en t and  th a t the em ployee is  expected  to b e a rou nd  lon g enou gh  
for the organ isa tion  to reap  the b enefits  o f the investm ent. Th ey a lso su gges t th a t 
tra in in g addresses  h u m a n s ’ need  for love and  b elon gin gn ess  as  it “not only fulfils  
directly, but also provides fulfilment indirectly by providing a sense o f belonging” (p. 
17-19). Th e im portance o f good  tra in in g opportu n ities  ha s  b een  in clu ded  in  th is  
in ves tiga tion  p rim a rily as a  m easu re o f self- a ctu a lisa tion  b u t the p os s ib ility for 
a lterna tive in terp reta tion s  is  acknow ledged .
Que st io n  14g Over t ime oppor tuni t i es
Th is  qu estion  w a s  p redom in a n tly in clu ded  as a  m ea su re o f resp on d en ts ’ s a fety 
needs . M itchell and  M ou dgill (1976) m ea su red  th is  w ith  “the amount to w hich the 
job  interferes w ith one’s personal life” (p. 339) and  overtim e opportu n ities  ten d  to 
flow  over from  w ork  tim e in to persona l tim e, and  so cou ld  b e rega rded  as  poten tia l 
in terferen ce in  on e’s persona l life. O ften  in  the w ork  s itu a tion  opportu n ities  for 
overtim e are em b raced  as a  m ea ns  o f fu rth erin g in com e and  so as ha s  b een  
su ggested  w ith  ra te o f p a y and  b onu s  schem es, fin a n cia l rew a rds  con trib u te 
tow a rds  the secu rin g o f shelter and  for h u m ans  to b e sa fe from  harm . Th is  cou ld
C h a p t e r  4  I  R e se a rc h  Q u e s t i o n  I
P ag e  140  | M e t h o d o lo g y
m otiva te a t the sa fety n eed  level or in  a  m ore p r im itive ph ys iologica l level if 
fin ances  are lim ited .
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Que st io n  14h Job secur i ty
Th e in clu s ion  o f th is  w ork - rela ted  va ria b le w a s  to d irectly tes t M a s low 's  sa fety 
n eed  cla ss ifica tion , and  to correla te w ith  the sa tis fa ction  experien ced  w ith  th is  
need. Th e ju s tifica tion  for the in clu s ion  o f th is  va ria b le is equ a l to th a t given  for 
qu estion  18, w h ich  a sked  the sam ple h ow  sa fe th ey felt in  th eir job s  from  b ein g 
m ade redu ndan t. M as low 's  sa fety n eed  cla ss ifica tion  has  p reviou s ly b een  tes ted  by 
the m ea su res  “the feeling o f security in my ....position” (Porter, 1961, p. 3); “the 
amount ofpredictability  and order in one’s position” and  “the feeling o f insecurity  
associated w ith one’s position” (M itchell and  M ou dgill, 1976, p. 339); “the need to 
fee l safe and prepared fo r anything that might happen, how ever unexpected. The 
need to avoid threat” (H a ll and  N ou ga im , 1968, p. 18); and th e “feeling o f pressure” 
(Rob erts  et al, 1971, p. 207). E ach  o f these m ea su res  ca n  b e in terp reted  as 
m ea su res  o f job  secu rity and thu s  item s  rela tin g to s a fety needs .
Que st io n  14i Good management  style
N eed  sa tis fa ction  qu estion s  30, 31, 33, 35 and  36 a sked  respon den ts  for th eir 
sa tis faction , tru s t and  view s  o f those w ho m a na ge th em  and  th is  qu estion  w a s  
in clu ded  to a scerta in  the im portance to s ta ff o f th is  a spect o f th eir w ork in g 
circu m stances . Th e a forem entioned  qu estions  w ere in itia lly in clu ded  as  m easu res  
o f b oth  M as low 's  love and  b elongingness  need  and  es teem  n eed  so the im porta n ce 
o f th is  a spect o f their job  shou ld  m easu re the rega rd  w ith  w h ich  th ey h old  eith er 
a spect o f their w ork in g environm ent.
Que st io n  14j Good pension  scheme
M as low 's  cla ss ifica tion  o f sa fety needs  is  eva lu a ted  w ith  the in clu s ion  o f th is  
a spect o f w ork in g life. For em ployees , p ens ion  schem es  con trib u te to lon g term  
sa fety n eeds  in  the fin a ncia l s ecu rity they p rovid e w h en  the w ork in g life is 
com plete. Terry and  W h ite (1997) su ggest from  an  em p loyer’s p erspective “pension
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schemes may also have the effect o f inducing employees not simply to stay w ith the 
employer, but also to w ork diligently, to the satisfaction o f the employer” (p. 160) 
and  so can  b e rega rded  as  m eetin g the sa fety n eeds  o f the em p loyer in  term s o f 
s ecu rin g a  w orkforce and con trib u tin g tow ards  w ork  perform a nce. For th is  
resea rch  how ever, the needs  o f em p loyees  are b ein g cons idered , and in  pa rticu la r 
w ith  th is  qu estion  th eir ow n  person a l sa fety needs . Th e im porta n ce o f a  good  
pen s ion  schem e how ever m a y a lso m ea su re es teem  n eed  im porta nce. Th e qu a lity 
o f the pen s ion  schem e m a y ind ica te to the w orker the qu a lity o f the organ isa tion  
and  the rega rd  w ith  w h ich  th ey h old  the em ployee in  the fu tu re th ey can  p rovide 
for them . Th e ana lys is  o f the im porta nce o f th is  item  w ill d eciph er the need  to 
w h ich  it appea ls  for N H S  an cilla ry staff.
Que st io n  14k Number  o f  days Annua l  Leave
Th is  w ork - rela ted  va ria b le w a s  in clu ded  in  a  s im ila r vein  to oth er s ta tu tory 
em p loym en t cond ition s  su ch  as  ra te o f pay, b onu s  schem es , overtim e 
opportu n ities  and  pens ion  schem es. A s  su ch  it appea ls  to the sam e need  
cla ss ifica tion  - M as low 's  sa fety need. M itchell and  M ou d gill’s m ea su re o f th is  n eed  
- *the amount o f predictability and order in one's position'' (1976, p. 339) ca n  b e 
dem onstra ted  th rou gh  th is  va riab le. W hen  em p loyees  are aw are o f th e n u m b er o f 
days  annu a l leave th ey are entitled , th is  enab les  th eir w ork  a nd  hom e life to b e 
s tru ctu red  and pred ictab le, th ereb y con trib u ting tow a rds  s ecu rity and  sa fety.
Que st io n  141 Good pr omot ional  p r ospec t s
N eed  sa tis fa ction  qu estion  22 a sked  responden ts  for th eir perceived  chance o f 
p rom otion  in  the depa rtm ent, and  w a s  in clu ded  to eva lu a te th eir es teem  or self-  
a ctu a lisa tion  needs . An a lys is  w ill help  estab lish  th e p a rticu la r n eed  th is  m ea su res  
in  th e sta ff. Porter m ea su red  es teem  needs  b y exa m in in g “the prestige o f my 
...position inside the company (that is, the regard received from others in the 
company)'' and self- a ctu a lisa tion  w ith  “the opportunity fo r personal grow th and 
development in my ...position'' (1961, p. 3). B oth  m ea su res  ca n  b e a pp lied  to 
p rom otion a l p rospects , s ince a ccom pa nying p rom otion  is  u su a lly an in crea se in  
p res tige o f the w ork  role and a  s im ila r in crea se in  the rega rd  received  from  co ­
w orkers . Prom otion  a lso p rovides  em ployees  w ith  the opportu n ity to develop  and
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grow  in  th eir p rofess iona l ca pa city and  so poten tia lly m ea su res  th e grow th  need  of 
self- a ctu a lisa tion . An a lys is  w ill con firm  this.
Que st io n  14m  Fr iendly atmosphere
Th e im porta nce o f th is  w ork - rela ted  va ria b le a llow ed  com pa rison  to b e m ade w ith  
the co-w orker rela tion s  need  sa tis fa ction  qu estions  (q37-39), and  th u s  ca n  appea l 
to s im ila r needs . A  frien d ly a tm osphere in  the w orkp la ce ca n  b e crea ted  from  the 
in tera ction  em p loyees  have n ot on ly w ith  th eir im m ed ia te co-w orkers , b u t a lso 
th eir su pervisors , m anagers , other depa rtm en ta l s ta ff and  cu stom ers , w h o for th is  
sam ple a re hosp ita l pa tients . A  d om in a n t in flu ence on  the w ork in g a tm osph ere is 
from  those one w orks  closes t and m ost frequ en tly w ith  and  for th is  sam ple w ill b e 
th eir a n cilla ry co-w orkers . Th e rea son  for a sk in g respon den ts  a b ou t the level o f 
im porta nce th ey a ttach  to th is  p a rt o f their  w ork in g environm ent, is  to a ttem pt to 
m ea su re the pos ition in g o f love and  b elongingness  n eed s ’ p rep oten cy to the 
sam ple. Porter m easu red  these needs  th rou gh  the qu estion  “the opportunity to 
develop close friendships in my ...position” (1961; p. 3); Rob erts  et al u tilis ed  the 
item  “opportunity to develop close friends” (1971; p. 207); and  H a ll and  N ou ga im  in  
th eir m ea su re o f ‘a ffilia tion  n eed s ’ u sed  the item  “concern over establishing, 
maintaining, or restoring a positive affective relationship w ith another person or 
group in the work situation” (1968; p. 18). Th e n a tu re o f th is  item  is  s im ila r to 
those posed  ab ove, and  the im portance o f th is  item  to the sam ple w ill 
con firm / refu te the need  w h ich  sa tis fa ction  appea ls .
Que st io n  14n Contact  wi th  pat i en t s
Th e con ta ct th a t em p loyees  have w ith  their cu s tom ers  can  often  b e a  m ea n s  
th rou gh  w h ich  their w ork  b ecom es  m ean ingfu l, p erta in in g to H a ckm a n  and 
O ld h a m ’s con cept o f Ta s k  S ign ificance (1980). C u stom ers  for th is  sam ple are 
gen era lly b oth  clin ica l s ta ff and  patients . Th e in clu s ion  o f th is  qu es tion  w a s  an 
a ttem pt to address  severa l o f M as low 's  n eed  cla ss ifica tion s  w ith  ana lys is  
determ in in g the m os t appropria te. Firs tly the love and  b elon gin gn ess  n eed s  o f 
respon den ts  are addressed  b y com paring th is  to M itch ell and  M ou d gill’s socia l 
n eed  m easu re - “the opportunity to give help to other people” (1976, p. 339). G ivin g 
help  and  a ss is tance is  often  one o f the m a in  rea son s  w orkers  jo in  the N H S
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h igh ligh ted  th rou gh  th e N H S  m in d set (deta iled  in  C h a p ter 3) a lth ou gh  th is  is 
p red om in a n tly a ttrib u ted  to clin ica l sta ff, b u t cou ld  exten d  to th eir n on -clin ica l 
colleagu es . Th e in clu s ion  o f th is  qu estion  n everth eless  ena b les  the im porta nce o f 
th is  item  to b e eva lu ated .
E steem  n eed  im porta nce can  a lso b e m ea su red  th rou gh  th is  qu estion  illu s tra ted  
b y Porter ’s s ingle m easu re o f es teem  needs  - “the prestige o f my ...position outside 
the company (that is, the regard received from others not in the company) ” (1961, p. 
3). S u ch  p res tige and recogn ition  is  often  aw a rded  to th ose w h o w ork  in  the N H S  
for the roles  th ey perform  in  ca ring for the sick. A ga in  th is  is  m ore th a n  often 
clin ica l sta ff, how ever w ith  the in trodu ction  o f m u ltisk illed  w ork  roles and  w a rd  
h ou sekeepers  for n on -clin ica l w orkers , an cilla ry s ta ff a re in crea s in gly involved  in  
n on -clin ica l p a tien t ca re (Akh lagh i and  M ahony, 1997; N H S  Plan , 2000).
Th is  item  m a y a lso address  M as low 's  self- a ctu a lisa tion  need  cla s s ifica tion  w h ich  
has  b een  m ea su red  b y “the feelings o f worthwhile accomplishment associated w ith 
one’s position” (Porter, 1961; M itchell and  M ou dgill, 1976; La w ler and Su ttle,
1972) and  can  m os t d efin itely b e a ssocia ted  w ith  ca rin g for the sick. In  h is  
in vestiga tion s  o f M as low 's  theory in  the Au s tra lia n  pu b lic sector, S tretton  (1994) 
su ggested , “self-actualisation in the sense o f a coincidence o f personal and public 
duty in the consciousness and motivations o f its pub lic servants, is the best the 
public sector can hope fo r” (p. 148). H e felt th a t self- a ctu a lisa tion  cou ld  on ly b e 
a ch ieved  from  the service/ du ty th a t pu b lic sector em p loyees  perform  for the 
pu b lic, w h ich  in  th is  case are pa tients . Th e need  to w h ich  th is  item  perta in s  w ill 
h ave to b e con firm ed  th rou gh  fu rther ana lys is .
Que st io n  14o Contact  wi th  Nurses 
Que st io n  14p Contact  wi th  Doctors
Th e ab ove qu estion s  w ere in clu ded  in  the in s tru m en t for s im ila r rea son s  to th a t o f 
con ta ct w ith  pa tients . For the sam ple, cu stom ers  a lso com pris e clin ica l s ta ff su ch  
as n u rses  and  doctors  and  as w ith  pa tients , the con ta ct th a t the respon den ts  have 
w ith  th eir cu stom ers  can  appea l to severa l o f M as low 's  needs . F irs tly M as low 's  
love and  b elon gin gn ess  needs  a re dem onstra ted  in  the opportu n ity p rovid ed  in 
th is  role to give help  to others  (Porter, 1961, p. 3; La w ler &  Su ttle, 1972, p. 272).
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S econ d ly the es teem  n eeds  can  b e addressed  w ith  th is  item  th rou gh  the 
opportu n ity for recogn ition  w h en  firs t hand  cu s tom er con ta ct is  experienced  
(Rob erts  et al, 1971, p. 207). Th ird ly self- a ctu a lisa tion  can  a lso b e cons id ered  in 
th e feelin g o f self- fu lfilm en t one can  a tta in  th rou gh  su ch  cu s tom er con ta ct 
(M itchell and M ou dgill, 1976, p. 339). O nce aga in  fu rth er ana lys is  w ill determ in e 
the im porta nce o f w h ich  need  th is  item  addresses .
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Que st io n  14q Contact  wi th  supervisors
Th e in clu s ion  o f th is  qu estion  w a s  as a  colla b ora tive m ea su re o f qu estion s  30 and 
31 rega rd in g n eed  sa tis fa ction  w ith  m a n a gem en t rela tion s . Th rou gh  th is  qu estion, 
the im portance o f su ch  rela tion s  can  b e su rveyed  and  com pared  to their 
sa tis fa ction , and  so s im ila r n eeds  a re appea led  to. Th e need  sa tis fa ction  qu estions  
w ere in clu ded  to appea l to es teem  needs  and  th is  item  cou ld  m ea su re their  
im porta nce. M itchell and M ou dgill (1976) m ea su red  es teem  n eeds  u s in g the item  
“recognition or credit from co-workers when one does a good job ” (p. 339) and  
con ta ct w ith  you r su pervisor often  p rovides  scope for su ch  recogn ition  to ta ke 
p lace. A ld erfer (1969) in  h is  exam ina tion  o f M as low 's  th eory com pa red  love and  
b elon gin gn ess  n eeds  w ith  ‘Rela tedn ess ’ needs, to w h ich  th is  item  cou ld  a lso 
appea l. Th ese n eeds  w ere describ ed  as
“the needs w hich involve relationships w ith significant other people .
Family members are usually significant others, as are superiors, co­
workers, subordinates, friends, and enemies” (p. 146).
For A lderfer, rela tedness  needs  in volved  ach ievin g resp ect from  su periors  
in clu d in g openness  and  h on es ty and a  m u tu a l tru s t (p. 160) and  th rou gh  con ta ct 
w ith  the su pervisor for th is  sample, su ch  rela tedn ess  needs  cou ld  b e a ch ieved . 
S ta tis tica l ana lys is  w ill ind ica te w h ich  need  th is  item  a ddresses .
Que st io n  14r Contact  wi th  supervisor ’s boss
Th is  item  w a s  in clu ded  to a scerta in  the im porta nce o f s ta ffs  con ta ct w ith  
m a nagem ent. Th e sa m ple popu la tion  ord in a rily have regu la r con ta ct w ith  th eir
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im m ed ia te su pervisor and  in frequ en t con ta ct w ith  th eir su p ervisor’s b oss  so th is  
qu estion  a llow s  responden ts  to cla rify the im porta n ce o f h a vin g rela tion sh ip s  w ith  
m ore specific and h igher m em b ers  o f the m a n a gem en t team . From  th is  it w ill then  
b e poss ib le to eva lu a te the exten t to w h ich  the resp on d en ts ’ n eeds  for either love 
and  b elongingness  or es teem  are b ein g addressed  th rou gh  m a n a gem en t 
rela tionsh ips .
Evaluat ing  the appl i cabi l i ty o f  Ma sl ow’s  theory o f  mot ivat ion in anci l lary st a f f
Que st io n  14s Job var iety
Th e im portance o f job  va riety w a s  a scerta ined  th rou gh  th is  item  as a  m ea su re o f 
resp on d en ts ’ a sp ira tions  for self- a ctu a lisa tion . H a ll and  N ou ga im  (1971) m easu red  
s elf- a ctu a lisa tion  w ith  th e need  for ‘S tim u la tion ’, w h ich  w a s  describ ed  a s  “the 
need fo r activity w hich stimulates curiosity and induces excitement The need fo r 
interesting w ork, fo r unique and varied experiences" (p. 18). For s ta ff to feel th a t job  
va riety is  im porta n t to m ake their  w ork  in teres tin g and  stim u la tin g, it w ou ld  
su gges t th a t th ey are m otiva ted  b y the p in n a cle o f M a s low 's  h u m a n  needs .
E qu ally, Rob erts  et al (1971) m easu red  self- a ctu a lisa tion  th rou gh  the u se o f the 
item  “opportunity fo r personal grow th” (p. 207), w h ich  is  often  a s socia ted  in  the 
w orld  o f w ork  w ith  the acqu is ition  o f n ew  skills . For a  job  to b e va ried , m ore th an  
one skill w ill b e n ecessa ry and if w orkers  feel th is  is  im porta n t it w ou ld  su ggest 
th a t p erson a l grow th  is b ein g sou ght.
Que st io n  14t  Union representat ion
Th is  qu estion  w a s  in clu ded  as a  con firm a tory item  to corrob ora te th e fin d in gs  o f 
n eed  sa tis fa ction  qu estions  11 and  41. A lth ou gh  qu estion  11 a sked  respon den ts  
for th eir op in ions  o f the im portance o f TU  rep resen ta tion  for th eir service as a  
w h ole in  th e N H S , th is  qu estion  specifica lly a sks for the person a l im porta n ce o f 
rep resen ta tion  to the in d ivid u a l a ncilla ry w orker. A s  w ith  the p reviou s  qu es tion s  
on TU  represen ta tion , th is  item  w a s  in clu ded  to eva lu a te th e im porta n ce o f eith er 
M as low 's  sa fety n eed  or love and  b elongin gness  needs . Fu rth er ana lys is  w ill 
con firm  this.
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Ne e d Im po rt anc e  A nsw e ring  Scale
A  Likert sca le w a s  aga in  u sed  for th is  qu estion  requ es tin g respon den ts  to p lace 
th em selves  on the a ttitu de con tinu u m  for each  w ork - rela ted  va r ia b le. Th e 
con tinu u m  spanned  from  very im portan t, im portan t, n eith er im p orta n t nor 
u n im porta n t, n ot very im porta n t to n ot im porta n t a t a ll. A  ‘n ot a p p lica b le’ ca tegory 
w a s  added  to p reven t an y skew in g o f the data . Th e scorin g for th is  sca le ra nged  
from  5 for a  fa vou ra b le response to 1 for an  u n fa vou ra b le response. Th e ‘n ot 
a p p lica b le’ ca tegory w a s  scored  as zero. In  the su b sequ en t ana lys is , th e zero w as  
recoded  to ind ica te a  m is s in g a n sw er in  order to p reven t in clu s ion  as a  rea l va lu e.
B eca u se M as low  d id  n ot p rovide tes tab le constru cts  for h is  theory, it is  d ifficu lt to 
p resen t rob u s t m ea su res  o f each  n eed  in  the w orkp la ce. U s in g h is  descrip tion s  o f 
th e needs  and  oth ers ’ adapta tions  o f them  to m ea su re w ork  m otiva tion , the item s 
for th is  investiga tion  have b een  form ed. In terp reta tion s  o f p reviou s  w ork  have 
b een  adapted  to m easu re each  o f the five needs  in  the w ork  role o f the N H S  non -  
clin ica l an cilla ry sta ff. N ow  th a t the des ign  o f the resea rch  m eth od ology has b een  
ou tlin ed  for tes tin g Resea rch  Q u estion  I, the ana lys is  u n derta ken  on  the 
s a tis fa ction  and  im portance expressed  w ill b e deta iled  in  the n ext chapter. Th e 
p rocess  o f ana lys is  and the resu lts  o f the needs  fou nd  w ill n ow  b e con s idered  for 
the goodness  o f fit o f M as low 's  cla ss ifica tion  o f hu m a n  m otiva tion .
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Chapter f ive
R e se arc h  Que st io n  I  R e sult s
Th is  ch a p ter deta ils  the p rocess  o f s ta tis tica l a na lys is  a pp lied  to the qu estionna ire 
resu lts  ga th ered  from  the N H S  an cilla ry sta ff. Th e level o f sa tis fa ction  and 
im porta n ce a ss igned  b y the s ta ff to each  item  are in clu ded  as w ell as  the resu lts  o f 
th e p rocedu re for a ssess in g the app lica b ility o f M a s low 's  n eed  cla ss ifica tion s . 
F irs tly h ow ever the cha racteris tics  o f the sam ple w ill b e con s idered .
Dem ograph ic  Sam ple  Feature s
Ta b le 5.1 p resen ts  the cha racteris tics  o f the sa m p le ob ta in ed  for the th ree types  o f 
N H S  sta ff, and  then  the s ta ff com b ined . From  the ta b le it can  b e seen  th a t a  h igh  
p roportion  o f the sam ple w ere dom estic s ta ff (54.6% ), w ith  a  s im ila r rep resen ta tion  
b etw een  ca ter in g (25.9% ) and  porter in g s ta ff (19.4% ). O f the sam ple on ly 28.4%  
w ere m a le m a k in g the m a jority fem a le (70.3% ), w ith  1.3%  n ot an sw erin g. Th e 
m oda l a ge ca tegory o f responden ts  w a s  31-50 yea rs  and  the m od a l length  o f tim e 
w ork in g a t the Tru s t w a s  6-10 yea rs . Th e lon g  len gth  o f service o f the sa m p le is o f 
pa rticu la r in teres t con s iderin g the rela tively rou tin e n a tu re o f the w ork  ta sks  and 
the low  level o f w a ges  a ssocia ted  w ith  su ch  pos itions . Th e N H S  h ow ever is  an  
in d u s try in  w h ich  w orkers  tend  to s tay perha ps  du e to the N H S  m in d set for ca rin g 
(Keys, 1988). Th is  trend  is  aga in  con firm ed  th rou gh  the cu rren t sa m p le w h ere 
36%  o f the porters  had  w orked  for their Tru s t for 6 yea rs  or over, w ith  th e sa m e 
for 27%  o f dom estics  and 32%  o f ca terers .
A  very h igh  percen ta ge o f dom estics  w ere em p loyed  on  a  pa rt- tim e b a s is  (77.6% ) 
as w ere 58.3%  o f ca terin g s ta ff b u t on ly 4 .8%  of porters . Th is  p erh a p s  illu s tra tes  a  
gender d ifferen ce in  term s  o f em p loym en t or th e tra d ition a l n a tu re o f the roles . 
A lth ou gh  the m a jority o f the sam ple w ere em p loyed  on  a  p a rt tim e b as is , n ea rly a ll 
h a d  a  perm a n en t con tra ct o f em p loym en t (94. 1%).
Th e closed  qu estion  em p loyed  to a sk respon den ts  for th eir b a s ic h ou rly ra te o f p a y 
had  13 poss ib le response ca tegories . Th ere is  an  in h eren t sen s itivity su rrou n d in g
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fin a n cia l pos ition s  in  th e U K so su ch  w ide options  and  a n on ym ity w ere u sed  to 
redu ce sens itivity. Th e ca tegories  ra nged  from  ‘Less  th an  £ 3 .0 0 ’ to ‘M ore than  
£ 6 .51 ’ an  h ou r20. Th e tab le show s  the m oda l ra te o f p a y received  b y the sam ple 
p er h ou r w a s  £3.51 -  £3.75. Th e tab le a lso illu s tra tes  th a t a lth ou gh  th is  is  the 
m oda l p a y for the com b ined  sam ple a  h igh er ra te o f p a y is  received  b y the ca terin g 
a nd  porterin g sta ff. Th is  w ou ld  im p ly th a t the la rge dom estic sa m p le has 
dom in a ted  the a verages  for the com b ined  sam ple.
Charac t e rist ic s C atering D om es tic P orte ring C ombined
N  in  obtained sample 284 597................. 212 1093
% Male 25.3 5.6 97.6 28.4
%  Female 74.7 94.4 2.4 70.3
M odal Age Category 31-50 yea rs 31-50 yea rs 31-50 yea rs 31-50 yea rs
M odal Length of 
Service
6-10 yea rs 6-10 yea rs 6-10 yea rs 6-10 yea rs
% Part-Time 58.3 77.6 4.8 57.8
% Fu ll-Time 41.7 22.4 95.2 41.2
%  Permanent Contract 95.9 95.3 96.6 94.1
% Tem porary Contract 4.1 4.7 3.4 4.3
M ode hou rly rate o f 
pay
£3.76-£4.00 £3.51 - £ 3 .7 5 £3.76-£4 .00 £3.51 -  
£3 .75
T a b le  5 .1  Def in ing  character i st i cs o f  NHS  sample
Quest io nnaire  R e liabi li t y
A  m eth od  to m easu re the in terna l con s is ten cy o f an  a ttitu d in a l qu es tion n a ire is 
the C ronb ach  a lph a  sta tis tic. Th is  a ssesses  from  th e respon ses  w h eth er ea ch  item  
is  m ea su rin g the sam e va ria b le and to the sam e exten t, and  p rodu ces  a  
correla tion  coefficien t to illu s tra te th is . Th e coefficien t a lp h a  ra n ges  from  - 1  to +1 
b u t the h igh er it is  the m ore relia b le the tes t ca n  b e con s idered  to b e, b u t th ere
20 T h i s  r e se a r c h  w a s  u n d e r t a k e n  p r i o r  t o  t he  in t ro d uc t i o n  o f  t h e  n a t i o n a l  m i n i m u m  w a g e  in  
1 9 9 9 .
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Evaluat ing  the appl i cabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anci l lary st a f f
isn 't a  gen era lly agreed  cu t-off. N u n n a lly’s (1978) ru le o f thu m b  is  0.7 and  ab ove 
and  tends  to b e u sed  in  m ost psych ologica l testing.
Th e in terna l con s is ten cy and hence the relia b ility o f the item s  m ea su rin g need 
satisfaction is  0.7672, dem on stra tin g an  accep tab le level o f relia b ility. Th e 20 
item s  m ea su rin g need importance w ere a lso tes ted  for in tern a l con s is ten cy and  an 
a lph a  o f 0 .8619 w a s  fou nd  aga in  dem on stra tin g h igh  in tern a l con s is ten cy and 
relia b ility. A n  a lph a  for b oth  the sa tis fa ction  and  im porta n ce respon ses  w a s  
ca lcu la ted  a t 0 .8017 aga in  in d ica tin g h igh  in tern a l con s is ten cy and  relia b ility. Th e 
em p loym en t o f L ikert a n sw erin g sca les  in  the qu estion n a ire m a y h a ve con trib u ted  
to th is  h igh  in terna l con s is ten cy as th ey a re an es ta b lish ed  tech n iqu e for 
m ea su rin g the u n i- d im en s ion a lity o f a  con stru ct and  u se a  grea ter a ttitu de 
con tinu u m , w h ich  a llow s  m ore p recise in form ation .
F ac t o r A naly sis
Factor ana lys is  w a s  selected  as the m ost a pp ropria te s ta tis tic to a p p ly to the set o f 
va ria b les  des igned  to m easu re need  sa tis fa ction  a n d  n eed  im porta n ce in  the N H S  
a n cilla ry sta ff. Th is  is  a  m u ltiva ria te s ta tis tica l m ethod  th a t a na lyses  the s tru ctu re 
o f in terrela tion sh ips  am ong a  la rge set o f da ta  th a t redu ces  the d a ta  to a  set o f 
com m on  u n d erlyin g d im ens ions  b a sed  on the in terrela tion sh ips . Th ese com m on  
d im ens ions  are ca lled  factors .
O ther s tu d ies  th a t have investiga ted  M as low 's  th eory o f hu m a n  m otiva tion  in  
w orkers  a lso em p loyed  fa ctor ana lys is  to redu ce th eir va ria b les  to a  con den sed  set 
o f fa ctors  th a t exp la in  the u n derlyin g pa ttern s  or rela tion sh ips  in  tes tin g for 
h u m an  needs  (Alderfer, 1966; M itchell &  M ou dgill, 1976; Porter, 1961; Rob erts  et 
al, 1971; H erm an  &  H u lin , 1973; B eer, 1966). Ryckm a n  (2000) ha s  recogn ised  
tha t
"Much o f the research in personality is correlational in nature: that is, it
seeks to determine w hether there are relations between two variables."
(P- 11)
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B eca u se p erson a lity resea rch  dea ls  w ith  com p lex s tru ctu res  and  rela tion sh ip s , 
th is  m u ltiva ria te techn iqu e is  m ost app ropria te as it h a s  th e ca pa city to dea l w ith  
m u ltip le va riab les , com pared  to u n iva ria te or b iva ria te m ethods . Th e techn iqu e 
cons iders  a ll va ria b les  s im u lta n eou s ly and h ow  each  va ria b le is rela ted  to all 
others  and  from  th is  form u la tes  exp lana tion s  o f the en tire d a ta  set.
S ince the u ltim a te pu rpose o f fa ctor ana lys is  is  to su m m a rise a  la rge n u m b er o f 
va ria b les  w ith  a  sm a ller nu m b er o f factors  it has  a lso b een  recom m en ded  for those 
con du ctin g su rvey resea rch . B ab b ie (1990) su pported  the u se o f th is  s ta tis tica l 
tool s in ce it is
“an efficient method o f discovering predominant patterns among a 
large number o f variables. Instead o f the researcher being forced to 
compare countless correlations -  simple, partial, and multiple -  to 
discover patterns, factor analysis can be used fo r this task” (p. 314).
O nce aga in  show in g the techn iqu e to b e a ppropria te to th e cu rren t su rvey o f N H S  
an cilla ry s ta ff on th eir w ork  m otiva tion .
Th ere are severa l a ssu m ptions  ab ou t the da ta  th a t h a ve to b e sa tis fied  b efore 
fa ctor ana lys is  can  b e perform ed. Th ese a re d iscu ssed  and  a ssessed  in  the cu rren t 
d a ta  in  A p p en d ix 6, and  the da ta  is  con firm ed  to m eet the n eces sa ry a ssu m ptions .
Factor ana lys is  can  b e u sed  for da ta  su m m arisa tion  or d a ta  redu ction . W ith in  
da ta  su m m arisa tion , the stru ctu re o f rela tion sh ips  b etw een  va ria b le or 
respon den ts  ca n  b e iden tified . To su m m arise the da ta  a ccord in g to va ria b les  is  
ca lled  R  fa ctor ana lys is , w h ere la ten t d im ens ions  a re iden tified . To con den se la rge 
n u m b ers  o f peop le in to d ifferen t grou ps  w ith  a  la rger p opu la tion s  is  ca lled  Q fa ctor 
ana lys is . For da ta  redu ction , fa ctor ana lys is  ca n  id en tify fa ctors  from  a  s et o f 
va ria b les  th a t ca n  b e u sed  in  su b sequ en t m u ltiva ria te ana lys is  or crea te an 
en tirely n ew  set o f va ria b les  th a t rep lace the origin a l set for u se in  la ter ana lyses . 
For b oth  o f these the na tu re o f the origina l va ria b les  a re reta in ed  b u t s im p lified  in  
few er fa ctors. D a ta  su m m arisa tion  is  con ten t w ith  s im p ly id en tifyin g u n d erlyin g 
d im ens ions  and the con trib u tion  tha t each  va ria b le m a kes  to the fa ctor (loa d in g). 
D a ta  redu ction  a lso relies  on the factor loa d in g b u t u ses  them  for id en tifyin g
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va ria b les  for fu rth er ana lys is  w ith  other techn iqu es  or rep la cin g the origin a l 
va ria b les  w ith  the fa ctors  th em selves  in  fu tu re ana lyses . W ith in  th is  in vestiga tion  
o f the a pp lica b ility o f M as low 's  h u m an  n eed  cla ss ifica tion , the va ria b les  are b ein g 
redu ced  to a  sm a ller set o f fa ctors  th a t w ill b e u sed  in  su b sequ en t ana lys is  (th is  
follow s  in  C hapter 7 w ith  app lica tion  to a  fu rth er set o f pu b lic sector a ncilla ry 
w orkers ) so D a ta  Redu ction  is  em ployed .
Fa ctor ana lys is  can  b e con firm a tory or exp lora tory d ep en d in g on  the m a jor 
ob jectives  o f the resea rcher. It can  b e exp lora tory w h en  resea rch ers  are sea rch in g 
for a  s tru ctu re am on g a  set o f va riab les , th ere are no a priori con s tra in ts  on the 
com pon en ts  or the nu m b ers  o f com ponen ts  to b e extracted . O n  the oth er hand  the 
resea rch er m a y have a  th eoretica l fra m ew ork  w h ich  th ey can  tes t a ga in st, or have 
p recon ceived  idea s  ab ou t h ow  the da ta  w ill grou p  from  p rior resea rch , a n d  so the 
s ta tis tica l p rocedu re can b e u sed  to con firm  these p reconception s . Th is  is  
con firm a tory fa ctor ana lys is  w h ere the resea rch er can  tes t the d a ta  to see if it 
m eets  the expected  stru ctu re (H a ir et al, 1998, p. 91). In  the p resen t investiga tion , 
the fit o f M as low 's  five d is tin ct types  o f n eeds  is b ein g con s idered  and  ca n  b e 
tes ted  a ga in s t (Resea rch  Q u estion  I) and  so the m ost a pp ropria te type o f fa ctor 
ana lys is  is  con firm atory.
W h en  u s in g con firm a tory fa ctor ana lys is  m ore th a n  one va ria b le shou ld  b e 
in clu ded  th a t appea ls  to a  pa rticu la r fa ctor. S ince the a im  o f the s ta tis tica l 
techn iqu e is  to find  rela tion sh ips  and pa ttern s  in  grou ps  o f va ria b les , it is  u seless  
if on ly a  s ingle va ria b le is  in clu ded . To m ea su re the sa tis fa ction  and  im porta n ce o f 
m otiva tion  in  the N H S  a ncilla ry sta ff, m ore than  one va ria b le h a s  b een  in clu ded  
th a t cou ld  poten tia lly appea l to each  o f M as low 's  n eed  cla ss ifica tion s . B y in clu d in g 
m ore than  one va ria b le for each  n eed  there is  a  grea ter chance th a t the fa ctors  
fou nd  w ill b e describ ed  b y m ore than  one va ria b le a llow in g a  b etter in terp reta tion  
o f the u n d erlyin g d im ension . A  va ria b le m a y still fa il to correla te w ith  th e other 
va ria b les  th ou gh t to m easu re the constru ct, b u t b y in clu d in g m u ltip le va ria b les  
th is  ca n n ot b e the fa u lt o f the resea rch  des ign .
To help  id en tify the factors  tha t load  from  the ana lys is , the resea rch  des ign  
in clu des  som e marker variables th a t closely reflect the h ypoth es ised  u n d erlyin g 
factors . Th is  h elps  to va lida te the factors  th a t load . For th is  in ves tiga tion  in to 
M as low 's  n eed  cla ss ifica tions , the m a rker va ria b les  a re b a sed  on  h is  descrip tion s
Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anci l lary st a f f
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o f the n eeds  and  p reviou s  resea rch  find ings  in to the a rea  and  as show n  in  the 
qu estion n a ire des ign  (C hapter 4) the m os t a pp ropria te m ea su res  a re as follow s:
Ne e d Ne e d  Sat isfac t io n  
M ark e r Variable
Ne e d  Im po rt anc e  
M ark e r Variable
Ph ys iologica l Ra te o f pay G ood  ra te o f pa y
S a fely S afe from  redu n da n cy Job  secu rity
Love &  B elongingness P la y an equ a l role in  team G ood  co-w orker rela tion s
E steem M a na gem ent rela tion s C on ta ct w ith  su pervisor
S elf-Actu a lisa tion Prom otiona l p rospects Prom otion a l p rospects
T a b le  5 .2  Mark er  Var iables
Rota tion  is n eces sa ry in  fa ctor ana lys is  to u n cover the p red om in a n t u n derlyin g 
s tru ctu res  o f va ria b les . It im proves  the in terp reta tion  b y red u cin g som e 
a m b igu ities  th a t a ccom pa n y p relim in a ry ana lys is . U n rota ted  fa ctor ana lys is  on ly 
p rodu ces  fa ctors  a ccord in g to the order o f their  im porta n ce. Th e firs t fa ctor is 
gen era lly the m ost im porta n t w ith  m a n y va ria b les  loa d in g on  it and  a ccou n ts  for 
the la rges t am ou n t o f va riance. In  rota tion  th e a m ou n t o f va ria n ce is  red is trib u ted  
from  ea rlier factors  to la ter ones  in  order to ach ieve a  m ore m ea n in gfu l fa ctor 
pa ttern . Factors  are then  re- a rranged  in  su ch  a  w a y as to p rodu ce s im p ler and 
m ore ea s ily in terp reta b le resu lts . Th ere are tw o types  o f rota tion  ‘orth ogon a l’ and  
‘ob liqu e’. In  orthogona l rota tion , factors  are forced  togeth er and th is  shou ld  b e 
u sed  w h en  th ere is  rea son  to b elieve tha t
“ij the constructs under measurement are conceptually independent; ii)
it is possible fo r them to vary independently  *
(M itchell &  M ou dgill, 1976, p. 337).
W ith  ob liqu e rota tion  factors  are a ssu m ed to be, or can  b e to som e exten t, rela ted  
to each  other, and in terdependent. Th is  p rocedu re is  m ore flexib le and  rea lis tic 
b eca u se theoretica lly, u n derlyin g person a lity d im en s ion s  a re n ot a ssu m ed  to b e 
u n correla ted  m a kin g ob liqu e rota tion  m ore accu ra te. W ith  th is  type o f rota tion  the 
exten t to w h ich  factors  can b e correla ted  (D elta ) can  b e con trolled . D elta  shou ld  b e
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0 or n ega tive, w ith  0 yield in g the m os t h igh ly correla ted  fa ctors  a n d  la rge nega tive 
n u m b ers  yield in g nea rly orthogona l (independent) solu tions .
W ith in  psychology, a lthou gh  th ey a re la b elled  sepa ra tely, it is  m os t u n u su a l for 
drives  and  des ires  to b e cons idered  in depen den t o f each  other. M a s low  h im self 
adm itted  th a t he d id  n ot b elieve th a t the need  ca tegories  w ere con cep tu a lly 
in dependen t. H e su pported  the id ea  th a t “there is usually such an overlapping that 
it is almost impossible to separate quite clearly and sharply any one drive from  any 
other” (1954, p. 71). A ccord in g to the gra tifica tion -a ctiva tion  p rocess  o f m otiva tion , 
the rela tion sh ip  b etw een  the needs  ca n n ot b e one o f in depen den ce. O b liqu e 
rota tion  is  therefore m ost app ropria te s ince the va ria b les  a re rela ted  and yield s  
the m ost h igh ly correla ted  fa ctors  (D elta  0).
Factor ana lys is  is  a lso a  su itab le s ta tis tica l m ech a n ism  for the size o f th e sam ple 
b ein g investiga ted , s ince the relia b ility o f the fa ctors  th a t em erge is  determ in ed  b y 
the sam ple size. Th ere is  no a greem ent a s to w h a t th is  sa m ple size shou ld  be, 
how ever G orsu ch  (1983) ha s  p roposed  an ab solu te m in im u m  o f five pa rticip a n ts  
per va ria b le and n ot less  than  100 ind ividu a ls  p er ana lys is . A  sa m p le size o f 1093 
m ea su rin g 38 va ria b les  w a s  therefore u nprob lem atic.
H a ir et al (1998) poin t ou t th a t
I
 “The researcher must also remember that factor analysis w ill always 
produce factors" (p. 97)
so it shou ld  on ly b e u sed  w h en  the conceptu a l u n d erp in n in gs  o f the va ria b les  are 
u nders tood , in s tead  o f ju s t ru nn in g it on a  ra n dom  set o f va ria b les  and  hope th a t 
the s ta tis tica l techn iqu e w ill w ork  it ou t. Th e fa ctors  fou n d  ca n  on ly b e m ea n in gfu l 
if th ey have con ceptu a lly defined  d im ens ions . For th e p resen t investiga tion  
va ria b les  have b een  des igned  specifica lly to tes t w ork  m otiva tion , so th ey a lrea dy 
have conceptu a l d im ens ions . U s ing con firm a tory fa ctor a n a lys is  as w ell, th e 
find in gs  can  b e com pared  aga inst a  perfect m odel (M as low 's  n eed  cla ss ifica tion s ) 
and  so a lso have conceptu a l m ean ing.
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Th ere a re som e d is advan tages  how ever, to u s in g fa ctor a na lys is  th a t shou ld  b e 
exa m in ed  b efore the resu lts  from  th is  in vestiga tion  a re cons idered . It can  be 
criticised  on the ph ilosoph ica l grou nds  that, for a  resea rch  qu estion  to b e 
legitim ate, the resea rch er m u st b e ab le to specify the con d ition s  u n d er w h ich  the 
qu estion  w ou ld  b e d isproved . W ith  fa ctor ana lys is  thou gh , a  solu tion  is  a lw ays 
p rodu ced  in  the form  o f factors , and  those p rodu ced  in  exp lora tory fa ctor ana lys is  
especia lly, a re n ot a lw ays  m ea n in gfu l (B abb ie, 1990, p. 315). W a h b a  and  B ridw ell 
(1976) a lso w a rn ed  th a t w ith  fa ctor ana lys is , resea rch ers  shou ld  take ca re w hen  
m a kin g in ferences  from  the resu lts  as they a re m ostly a  fu n ction  o f the da ta  
collected  ra th er than  the th eoretica l con stru ct its elf (p. 221). In  th is  case, the 
th eoretica l u n derp in n in g o f ea ch  va ria b le is fu lly u n ders tood  so the rela tion sh ip s  
th a t m a y b e u n covered  b etw een  them  in  con firm a tory fa ctor a n a lys is  w ill b e 
in ves tiga ted  th orou gh ly to p rove or d isprove Resea rch  Q u estion  I. C au tion  w ill b e 
ta ken  thou gh  w ith  in terp reta tion  o f the data .
Th e a ppropria teness  o f the s ta tis tica l techn iqu e b y fa r ou tw eigh ed  the 
d isa dva n ta ges  and  so con firm a tory prin cip le- com pon en ts  fa ctor ana lys is  w a s  u sed  
w ith  ob liqu e rota tion  ru n  w ith  a  D elta  o f 0. Th is  p rocedu re w a s  firs tly app lied  to 
the 18 need  sa tis fa ction  va ria b les  and then  to the 20 n eed  im porta n ce item s. Th e 
resu lts  o f each  w ill n ow  b e cons idered  and the a pp lica b ility o f the fin d in gs  in 
illu s tra tin g the n eed  cla ss ifica tion s  p roposed  b y M a s low  w ill b e exp ressed  
(Resea rch  Q u estion  I). Th e sa tis fa ction  and im porta n ce m ea su res  a re cons idered  
sepa ra tely as the na tu re o f the responses  are d is tin ctly differen t, p a rticu la rly in  
m ea su rin g the p rocess  o f m otiva tion  w h ere the im porta n ce o f a  need/  va ria b le 
s ign ifies  its  level o f sa tis fa ction  (Resea rch  Q u estion  II). B y a n a lys in g the tw o 
sepa ra tely, resu lts  can  b e com pared  and a llow s  the opportu n ity for con firm ation  
o f the types  o f needs , and  fu rther ana lys is  o f the p rocess  o f m otiva tion .
Th e thes is  w ill b e s tru ctu red  w ith  cons idera tion  o f the a n cilla ry s ta ffs  cu rren t 
need  sa tis fa ction  and  then  follow ed  w ith  the im porta n ce to th em  o f each  need.
Th is  s tru ctu re has  b een  chosen  s ince goa ls  tha t a re cu rren tly sa tis fied  s ign ify the 
p rom in en ce o f a  n eed  and  w ill h igh ligh t those th a t a re cu rren tly m otiva tin g for the 
workers.-  Follow ing th is  the im portance o f needs  w ill b e con s idered  to va lid a te 
th ose fou nd  to m otiva te in  sa tis fa ction  and those th a t w ill m otiva te in  the fu tu re. 
To con s ider the fit o f M as low 's  m odel o f m otiva tion , the s tru ctu re o f m otiva tion
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(Resea rch  Q u estion  I) needs  to b e con s idered  b efore th e p rocess  o f m otiva tion  
(Resea rch  Q u estion  II) as one ca n n ot con s id er the la tter w ith ou t th e form er.
Ta b le 5.3 illu s tra tes  the resu lts  o f the fa ctor ana lys is  w ith  O b liqu e Rotation . 
B rym a n  and  C ram er (1990) a rgu e for the resu lts  o f fa ctor a na lys is  to b e 
in terp reted  from  the pa ttern  m atrix. Th ey su gges t th a t
“the pattern matrix, is made up o f weights w hich reflect the unique 
variance each factor contributes to a variable. This is the matrix w hich 
is generally used to interpret the factors” (p. 263).
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Evaluat ing  the appl i cabi l i ty o f  Ma sl ow’s  theory o f  mot ivat ion to anci l lary st a f f
From  the tab le it can  b e seen th a t s ix fa ctors  em erge. U s in g H a ir et al's gu idance 
for id en tifyin g s ign ifican t fa ctor loa d in gs  a ccord in g to the sa m ple size, a  fa ctor 
loa d in g o f as low  as 0.30 can  still b e cons idered  s ign ifica n t du e to the la rge sam ple 
size (p. 112). A ll the factors  can  b e rega rded  as s ign ifica n t u s in g these gu idelines  
as the low es t correla tion  fou nd  is  s ta ffs  sa tis fa ction  w ith  feelin g p a rt o f a  team  
(qu estion  37) w ith  0 .41969. E ven  th is  low es t correla tion  is  cons id ered  s ign ifican t 
s ince the view s  o f over 1000 N H S  an cilla ry s ta ff h a ve b een  ga thered .
Th e n u m b er o f va ria b les  loa d in g on each  fa ctor is  a lso a  tes t o f the s ign ificance o f 
each  factor. For Kim  and M u eller (1978) th ey look  to Th u rs ton e w h o
“suggests at least three variables fo r each factor, but this requirement 
need not be met if confirmatory factory  analysis is used” (p. 77).
B eca u se con firm a tory fa ctor ana lys is  w a s  u sed  in  th is  resea rch  w ith  M a s low 's  five 
need s  to tes t aga in st, th ree va ria b les  for each  fa ctor are th erefore n ot essen tia l.
Th e n a tu re o f the factors  ha s  determ ined  their la b ellin g w ith  u se m a de o f M as low 's  
descrip tion s  o f the needs  in  h is  th eory o f h u m an  m otiva tion  as w ell a s  th e fin d in gs  
o f p reviou s  stu dies  o f the m odel. Th e la b el is  in tu itively developed  b y the 
resea rch er b a sed  on its  app ropria teness  for rep resen tin g  the u n d erlyin g 
d im ens ions  o f a  p a rticu la r factor. Th e fin a l resu lt w ill be a  na m e or la b el th a t 
rep resen ts  each  o f the derived  fa ctors  as  a ccu ra tely as poss ib le (H a ir et al, 1998, 
p. 114).
V a ria b les  w ith  h igh  load in gs  are cons idered  m ore im porta n t and  have grea ter 
in flu ence on the na m e or la b el selected  to rep resen t the factor. U s in g M a s low ’s 
descrip tions  o f the needs, p reviou s  s tu d ies  and fu rth er in terp reta tion s  in  the w ork  
p lace, the factors  w ere lab elled. B ecau se the resea rch  and  la b ellin g is  th eory 
driven, the fa ctors  fou nd  d isp la y h igh  face va lid ity, th a t is th ey “reflect the content 
o f the concept in question” (B rym an &  C ram er, 1992, p. 72). B u t to en su re this , 
tw o other resea rch ers  w ere invited  for their ow n  in terp reta tion  o f the fa ctors  and 
so a lso added  extern a l va lid ity to the fa ctor lab els . Th e fa ctors  w ere then  
cons idered  for la b ellin g in  a n y other w a y th a n  th a t ch osen  b u t it w a s  d ifficu lt to 
genera te other term s  for each  need  th a t w ere n ot s im ply pa ra ph ra ses . Th e la b els
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im posed  on the fa ctors  w ere therefore th orou gh ly con s idered  p rior to their  
app lica tion  to a ssu re relia b ility and va lid ity.
A  n u m b er o f marker variables w ere in clu ded  in  the in ves tiga tion  th a t closely 
reflect the h ypoth es ised  u n d erlyin g fa ctors  as recom m en ded  b y H a ir et al (1998, p. 
98). Th e va ria b les  w ere des igned  on the b a s is  o f M a s low ’s descrip tion s  o f each  
need  and  the find ings  o f p reviou s  resea rch  in to th is  a rea . Th e m a jority o f the 
m a rker va ria b les  have loaded  on  the p red icted  n eed  and  so aga in  va lida tes  the 
la b els  th a t have b een  ass igned. M a rker va ria b les  th a t have n ot loa ded  as expected  
m ea su re the low es t and h igh es t o f M a s low ’s need  cla s s ifica tion s  and so m a y b e 
exp la ined  b y the ab sence o f the need  or their in a pp rop ria ten ess  to the an cilla ry 
s ta ffs  w ork  s itu ation . A s  s ta ted  before, the low es t form  o f m otiva tion  -  
phys iologica l, m a y n ot b e releva n t to w es tern ised  societies  w h ere the w elfa re 
system  fu lfils  the m os t p rim itive o f needs. Th e m a rker va r ia b le for sa tis fa ction  
w ith  th is  need  (a  good  ra te o f pay) has  in s tead  loa ded  w ith  (b u t correla tes  low er 
than) the sa fety need  m a rker va ria b le (sa fe from  redu ndancy). Th is  resu lt ca n  a lso 
b e cons idered  va lid  since fin ancia l m eans  are n eces sa ry to secu re shelter and to 
keep  one sa fe from  harm , and is  s im ila r to the n eed  to b e sa fe from  red u n d a n cy as 
fu tu re fina nces  a re secu red. Th e ab sence o f a  fa ctor close to M a s low ’s grow th  
need, and thu s  the a lterna tive m ea su rem en t for the m a rker va riab le, m a y s ign ify 
either the la ck  o f the grow th  in  the w ork  role or the in a pp rop ria ten ess  o f 
m ea su rin g it in  the w ork  s itu ation  for these staff. Th e a n cilla ry w ork  role m a y n ot 
offer scope for the grow th  need  to be rea lised , or the a n cilla ry s ta ff m a y find  self-  
a ctu a lisa tion  ou ts ide o f w ork  in fa m ily or socia l life. Th e expected  self-  
a ctu a lisa tion  m a rker va ria b le o f p rom otiona l p rospects  ha s  in s tea d  loa d ed  w ith  
the es teem  n eed  m a rker va ria b le (m anagem en t rela tions ) and  so m a y n ot have 
b een  an a ppropria te m easu re, how ever th is  fin d in g w ou ld  a lso m a ke sense as a  
m ea su re o f es teem  for th is  w ork  grou p. Perhaps  a n cilla ry s ta ff do n ot see 
p rom otion  in  th eir w ork  role as a  form  o f grow th  or see it as b ecom in g a ll th ey can  
b ecom e, b u t in s tea d  it gives  them  esteem  in  the rega rd  received  from  oth ers  and  
the person a l ach ievem en t.
Fu rth er  n eeds  ha ve b een  fou nd tha t do n ot con ta in  a  m a rker va ria b le b u t su b ject 
to other  m eth od s  o f va lid ity (inclu d ing the op in ion s  o f other resea rch ers  and  the 
fa ce va lid ity o f the loadings ) can be in terp reted  as  n ew  needs . E ach  n eed  w ill n ow
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b e cons idered  in  m ea su rin g the m otiva tion  o f the N H S  a n cilla ry s ta ff a ccord in g to 
M a s low ’s th eoiy o f hu m an  m otiva tion .
Fac t o r o ne  -  Est e e m  Needs
Th e loa d in g pa ttern  d isp layed  for Factor 1 is  in  close correspon den ce w ith  
M as low 's  es teem  n eed  cla ss ifica tion . From  the descrip tion s  given  b y M a s low  o f 
es teem  n eed s  in  the des ire for apprecia tion , recogn ition , a tten tion , respect and 
ach ievem en t (1943), th ere is  close correspondence w ith  the cu rren t m ea su res  for 
the N H S  an cilla ry sta ff. Th e m a rker va r ia b le for th is  n eed  id en tified  in  the des ign  
o f the qu estion n a ire and p rior to the fa ctor a n a lys is  h a s  a lso b een  su ccess fu l in  
m ea su rin g  es teem  needs  (M anagem en t Rela tions) w h ich  help s  to va lida te the 
lab el. Th e degree o f sa tis fa ction  for the N H S  a n cilla ry s ta ff w ith  each  item  
m ea su rin g th eir es teem  needs  is  show n  in  C ha rt 5.1 b elow .
Th e va ria b le loa d in g m os t h igh ly on the fa ctor rela tes  to the com m u n ica tion  o f 
issu es  b etw een  s ta ff and their m anagers  and  su pervisors  (qu estion  26) w ith  
.74752. Th is  qu estion  w a s  in clu ded  in  the in s tru m en t as  a  d irect m ea su re o f 
M as low 's  es teem  needs  in  the rega rd  the sam ple felt th ey received  from  oth ers  
w ith in  the organ isa tion . V ery few  s ta ff tended  to d isa gree or s tron gly d isa gree th a t 
su ch  com m u n ica tion  b etw een  them selves  and  th eir su periors  w a s  apparen t, 
sh ow in g pos itive s igns o f es teem . Q u estions  rela tin g  to the in d ividu a ls  rela tions  
w ith  others  in  the organ isa tions  w ere a lso fou n d  to m ea su re es teem  need s  in  
a ccou n ta n ts  and  engineers  b y M itchell and  M ou dgill (1976) in  th e ‘regard received 
from others in the organisation’ and aga in  w ith  en gin eers  b y S h ou ra  and  S ingh  
(1999) w h o a sked  ‘Do you get respect from others in your job ?’, and  so helps  to 
va lida te the n a tu re o f th is  need  in  the an cilla ry staff. H ow ever Fried la n der (1968) 
fou n d  th a t rela tions  w ith  su pervisors , for h is  sam p le o f p rofess ion a l and 
m a n a geria l sta ff, m easu red  their love and  b elon gin gn ess  need s  th a t inclu ded  su ch  
m ea su res  as ‘the working relationship I  had w ith my supervisor was very good ’ and 
‘I  was w orking under a supervisor who really knew  his jo b ’ (p. 248). Th is  d ifference 
m a y b e exp la in ed  b y the sta tu s  o f s ta ff w h o are in volved  in  F ried la n d er’s resea rch  
a nd  th e cu rren t investiga tion . Perhaps  m a n a gers  and  p rofess ion a ls  feel on  the 
sam e level as their su pervisors  so con ta ct w ith  th em  does  n ot p rovide scope for 
recogn ition  and  ach ievem ent. In s tead  their rela tion s  offer frien dsh ip  and
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teamwork, which  w ou ld  not be the case for ancillary s ta ff becau se o f the control 
and performance monitoring aspects o f their relationship w ith  managers.
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C h a rt 5.1 Esteem need satisfaction
Q uestion 33 w as the second highest loading variab le on this factor w ith  .72295 
and was also expected to evaluate the esteem needs o f the sample. W ith  its 
referra l to the effectiveness o f the su ggestion opportunities ava ilab le to the 
respondents, and the va lu e that their supervisors or managers attached to their 
su ggestion b y follow ing them  up, measu res the attention, recognition and 
achievement identified b y M aslow  to characterise es teem need motivation. The 
majority o f the sample responded positively to this qu estion su pporting the 
managers’ regard for s ta ffs  su ggestions. To some extent this was measu red by 
Shou ra  and S ingh w ith  their esteem  need qu estion ‘Do you fe e l w anted’fo r your 
professional knowledge and competence?’ (1999, p. 47) that cou ld be expressed  for 
the ancillary s ta ff throu gh opportunities to h ighlight their know ledge and 
competence and make a contribu tion to the service. Porter however fou nd that 
“the opportunity fo r participation in the determination o f methods and procedures” 
(1961, p. 3) measu red managers au tonomy need rather than esteem, as he made a
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are the p rim e m ech a n ism  th a t p rovides  scope for recogn ition , a pp recia tion  and 
esteem  and so m eetin g M as low 's  descrip tion  ra th er than  Porter’s adapta tion .
Th e th ird  va ria b le m ea su rin g  es teem  need s  w a s  qu estion  31 w ith  a  correla tion  o f 
.71040. Th is  a sked  responden ts  h ow  m u ch  th ey tru s ted  their  s ervices ’ 
m a nagem en t, and  w a s  in itia lly p red icted  to m ea su re eith er glob a l sa tis fa ction , love 
and  b elongingness  or sa fety n eeds. H ow ever it w ou ld  appea r from  th is  loa d in g th a t 
b eca u se the item  rela tes  to a n cilla ry s ta ffs  rela tions  w ith  su periors , a s  do oth ers  
on th is  factor, it m ea su res  their m otiva tion  for apprecia tion , recogn ition  and  
respect. A s  show n  in  the cha rt the h igh es t p roportion  o f s ta ff respon ded  p os itively 
to th is  qu estion  in  exp ress ing very m u ch  or qu ite a  lot o f tru s t for th e service 
m a nagem ent. It is  d ifficu lt to con tra s t the resu lt for th is  item  w ith  p reviou s  
a pp lica tion s  how ever, as the m a jority have stu d ied  m a na gers  or p rofess ion a l s ta ff 
w h o do not have su ch  frequ en t and n ecessa ry rela tion s  w ith  their  m a n a gers  as 
those low er dow n  the organ isa tiona l stru ctu re, and  so m a y exp la in  w h y qu estion s  
o f tru s t have n ot p reviou s ly b een  inclu ded . Th is  w a s  o f grea t releva nce to the N H S  
an cilla ry staff, and  so it w a s  va lid  to in clu de th is  line o f qu estion ing.
Th e fou rth  va ria b le to load  on th is  fa ctor w ith  .71011, a sked  respon den ts  a b ou t 
the effectiveness  o f the orga n isa tion ’s system s for resolvin g s ta ff p rob lem s  
(qu estion  34). Th is  w a s  pred icted  to m easu re es teem  needs  in  the resp ect and  
recogn ition  th a t is  poss ib le from  su ch  system s and  th eir effectiveness  w ill reflect 
a lso this , and  has  fou nd  to b e the case. Few  s ta ff cons id ered  the com p la in ts  
system s in  their Tru s t as in effective so expecta n tly h a vin g a  pos itive im p a ct on 
their esteem . Th is  resu lt is  a lso com patib le w ith  p reviou s  find in gs  o f es teem  needs  
su ch  as  Porter’s conceptu a lisa tion  in  m a n a gers  rega rd in g “theprestige....inside the 
company (that is, the regard received from others in the company) ” (p. 3). Th e 
qu a lity o f th e system s tha t h ave b een  in trodu ced  for these w orkers  w ill reflect the 
rega rd  th ey receive b y the w id er organ isa tion . Th is  item  w a s  a lso com pa tib le w ith  
M itchell and M ou dgill’s socia l (love and b elongin gness ) n eed  m ea su rem en t o f “the 
opportunity fo r conversation and exchange o f ideas w ith colleagues and co-w orkers” 
th a t orga n isa tiona l p rob lem  solvin g system s cou ld  b e con s idered  to do, and  m a y 
b e the case for their engineer pa rticipan ts . H ow ever the qu estion  did a sk  the 
a n cilla ry s ta ff for the effectiveness  o f the Tru s t’s sys tem  for resolvin g p rob lem s  
th a t s ta ff have, and so rela tes  m ore to the rela tion s  b etw een  s ta ff and  the w id er 
organ isa tion  th an  w ith  their  co-w orkers. A ll the item s  on  th is  fa ctor so fa r h ave
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m ea su red  these rela tions  in  the scope th ey p rovide for es teem , th erefore it seem s  
logica l for th is  qu estion  to appea l to the sam e ra tiona le.
Q u estion  22 requ ired  responden ts  to eva lu a te their cha nces  o f p rom otion  w ith in  
their  depa rtm en t, and w a s  fou nd  to m ea su re their  es teem  need s  w ith  a  loa d in g o f 
.68483. Th is  qu estion  w a s  p rim a rily in clu ded  as a  m a rker va ria b le for the grow th  
need  o f self- a ctu a lisa tion  w h ich  has  b een  m ea su red  b y oth er resea rch ers  (Porter, 
1961; M itchell and  M ou dgill, 1976; La w ler and  S u ttle, 1972) as the opportu n ity 
for person a l grow th , and often  in  the w orkp la ce th is  is  syn on ym ou s  w ith  
prom otion . Th is  resu lt w ou ld  in s tead  su ggest th a t the in terp reta tion  focu ses  m ore 
on  the p reced in g n eed  to self- a ctu a lisa tion  -  es teem , and  su ggests  th a t perhaps  
the grow th  n eed  is  n ot b e a  m otiva tor in  the w ork  p la ce for these staff. A  n u m b er 
o f exp la na tions  cou ld  b e given  for th is  ab sence o f self- a ctu a lisa tion  in  need  
satis faction , and  th ey w ill b e given  fu ll con s id era tion  in  th is  s ection ’s su m m ary.
Prom otiona l p rospects  for the N H S  a ncilla ry s ta ff th erefore loa ded  w ith  others 
m ea su rin g m otiva tion  for a ch ievem en t, con fidence and  ca pa b ility ra th er than  
th ose reflectin g grow th  w h ich  w a s  a lso fou nd  b y B erl et al (1984) in  th e es teem  
need s  o f sa lesm an. Perhaps  th is  is  b ecau se these w orkers  are likely to b e fu rth er 
dow n  th e organ isa tiona l s tru ctu re like the an cilla ry s ta ff than  the m anagers , 
engin eers  and  accou n tan ts  p reviou s ly stu d ied  w h ere the u ltim a te n eed  w a s  
m easu red . Th e other item s  loa d in g on th is  need  a re m ore a ccu ra tely describ ed  as 
es teem  need s  than  self- a ctu a lisa tion  and so u s in g p rom otion a l p rospects  as a  
m a rker va ria b le for the grow th  need  ha s  show n  to b e inaccu ra te. C h a rt 5.1 show s  
th e lim ited  chances  o f p rom otion  con s idered  a va ila b le to th e N H S  s ta ff w ith in  their  
depa rtm en t w ith  over 70%  o f responden ts  con s iderin g  th em  to b e fa ir ly s lim  or 
none a t all.
S a tis fa ction  w ith  m a n a gem en t rela tions  (qu estion  30) w a s  des igned  a s  the m a rker 
va ria b le o f es teem  needs  in  the p red iction  th a t su ch  rela tion s  p rovide the 
opportu n ity for recogn ition , respect, a pprecia tion  and  a ch ievem en t for these s ta ff 
w h ich  a ccord ing to M a s low ’s descrip tions  ch a ra cterised  es teem  needs . A  h igh  
loa d in g on th is  need  w ith  .67529 illu s tra tes  su pport for la b ellin g  th is  fa ctor as  
es teem  needs . A  very low  proportion  o f the sa m ple ra ted  su ch  rela tion s  as p oor or 
terrib le, su ggestin g th a t good  rela tions  exis t b etw een  s ta ff and th eir im m ed ia te 
m anager. B ecau se other s tu d ies  have focu ssed  u p on  m a n a geria l or p rofes s ion a l
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staff, rela tions  w ith  su periors  w ere n ot cons idered  as  a  sou rce o f m otiva tion  and 
so w ere n ot covered . Th ese rela tions  cou ld  have p oten tia lly m ea su red  s ta ffs  love 
and  b elon gin gn ess  n eed s  for a ffilia tion  and  a ffectiona te as  w a s  fou n d  for 
Fried la n der (1963) for p rofess iona l and m a n ageria l sta ff, h ow ever th is  resu lt 
w ou ld  su ggest th a t there is  a  m ore form al a ssocia tion  b etw een  an cilla ry s ta ff and 
their  m a n a gers  th a t a llow s  a pprecia tion  and  respect.
Th e fina l va ria b le loa d in g on th is  fa ctor a sked  respon den ts  w h eth er th ey felt pa rt 
o f a  team  (qu estion  37) and  a lthou gh  the loa d in g for th is  resu lt w a s  low  (.41969) it 
can  still b e cons idered  s ign ifica n t du e to the la rge sam ple size. A lth ou gh  
s ign ifica n t th is  resu lt w a s  su rpris ing. Th e qu estion  w a s  p red icted  to eva lu a te 
M as low 's  love and  b elongingness  need  cla ss ifica tion  and  as  su ch  loa d  w ith  other 
item s  m ea su rin g co-w orker rela tion s  (e.g. qu estions  38 and  39). Previou s  stu d ies 
have in clu ded  co-w orker and team - rela ted  qu es tion in g in  th eir m ea su rem en t o f 
love and  b elongingness  or socia l n eeds  (S hou ra  &  S ingh, 1999; Porter, 1961; 
Payne, 1970; M itchell &  M ou dgill, 1974; B erl et al, 1984) and  none have b een  
in clu ded  in  es teem  need  m easu rem ent. It m a y b e th a t tea m  w ork in g21 p rovides  the 
opportu n ity for s trength , capab ility, feelings  o f self-w orth  and  a pprecia tion  for 
these w orkers  ra th er than  for a ffectiona te rela tion s  and  b elon gin gn ess . A  very 
s trong sense o f feelin g p a rt o f a  team  w a s  a ppa ren t for these N H S  a n cilla ry s ta ff as 
show n  in  C ha rt 5.1.
Fac t o r two  -  Inst i t ut io nal Safe t y  Ne ed
Th e loa d in g pa ttern  for Factor 2 d iverts  som ew hat from  M as low 's  n eed  
cla ss ifica tions . Th e tw o va ria b les  loa d in g on th is  fa ctor su gges t th a t the m easu re 
is  an extens ion  o f the sa fety n eed  b u t ra th er than  b ein g a  m ea su re o f person a l 
sa fety, as M a s low  describ ed , the na tu re o f the item s  in d ica te in s titu tion a l sa fety 
n eeds  in  their reference to trade u n ion  (TU ) rep resen ta tion . A s  has b een  d iscu ssed  
in  the ju s tifica tion  for the in clu s ion  o f these qu estions , TU  toda y are often  jo in ed  
as a  sa fety m easu re for the em ployees  in  their w ork  role in  the collectivis t 
app roach  th ey have to w orkp la ce term s and  cond itions . B eca u se the N H S  is  su ch  
a  la rge and  fra gm ented  organ isa tion , w orkers  jo in  TU s  to m a ke their voice and  
view s  heard , so it w a s  va lid  to in clu de th is  line o f qu estion in g. F irs t to loa d  on  th is  
n eed  w a s  qu estion  41 w h ich  a sked  respondents  to ra te th eir rela tion s  w ith  th eir
21 a n d  t h e y  m a y  h av e  i n c lud e d  t h e i r  m a n a g e r s  a n d  su p e rv i so r s  in  t h i s  e v a lua t i o n
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TU  represen ta tive, w ith  an op tion  for no rep resen ta tion  (r= .82388). C ha rt 5.2 
sh ow s  th a t the m a jority o f those w ith  a  rep resen ta tive had  pos itive rela tions .
Th e second  item  to loa d  a sked  for the sam p le to ra te the n eces s ity for TU  
m em b ersh ip  in  their w ork in g indu stry, and a ttem pted  to m ea su re their 
sa tis fa ction  w ith  th is  dem and. It loaded  w ith  a  correla tion  o f .79844. Th e s ta ff 
exp ressed  a  h igh  need  for TU  represen ta tion  in  N H S  n on -clin ica l su pport services 
w h ich  can  perhaps  b e exp la ined  b y the recen t th rea ts  to jo b  secu rity and w orkin g 
cond ition s  experienced  b y s ta ff in  these a rea s  from  C C T, m a rket testing, issu es  
a ris in g from  p riva te fin ance in itia tive (PFI) schem es  and Tru s t m ergers .
P reviou s  stu d ies  d id  not find  a  n eed  o f th is  natu re, h ow ever the m a jority o f them  
have cons idered  the m otiva tion  o f very d ifferen t w orkers  to th ose in  the cu rren t 
in vestiga tion . O ther s tu d ies  have p rim a rily b een  u n derta ken  in  th e U SA, w ith  
u ndergra du a tes , m anagers , engineers , a ccou n tan ts  or sa lesm a n  w h ere it is  
u n likely th a t collective rep resen ta tion  p lays  su ch  a  m a jor role in  es ta b lish in g 
va ryin g and  changeab le w orkp la ce term s  and cond itions , as  it does  for the 
a n cilla ry staff.
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C h a rt 5.2 Institutional safety need satisfaction
The collective b arga ining power o f TU s and the su pport they have shown their 
non-clin ica l support s ta ff lends more su stenance to the label o f institu tional sa fety 
than  any related to safety, love and belongingness or esteem  needs describ ed by 
Maslow. The TU  items represent the collective sa fety needs o f the s ta ff w ith in  the 
institu tion rather than personal sa fety needs that have loaded separately 
characterised by rate o f pay and job  security. These items are closer to the need 
for rou tine, fairness and a sense o f b eing sa fe from  harm  throu gh financia l means 
- terms u sed b y M aslow  to describe sa fety needs. Althou gh TU s are like-m inded 
in terest groups and can provide a sense of b elonging, they do n ot provide a  caring 
environment that facilitates a ffectionate relations which is how  M aslow  describ ed 
the love and belongingness need. The relationships formed in sm aller teams are 
more likely to facilitate such a loving and b elonging environment than large TU s.
Althou gh  membership o f an  organisation/ interest group cou ld a lso appea l to 
esteem  needs in  the prestige, recognition and respect that can accompany them, 
b eing a  memb er o f a TU  w ill not be a  sole sou rce o f esteem. TU  memb ership  is a 
fa irly small part o f their w ork role, and a lthough shown to be important to the 
non-clin ica l ancillary s ta ff it cannot be considered a m ajor sou rce of esteem. It 
was more appropriate therefore to lab el items that reflected regu lar contact w ith
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su periors  and the opportu n ity for recogn ition  as m ea su res  o f es teem , than  th is  
m ore d is tanced  rela tionsh ip  w ith  the collective in teres t grou ps .
Th e m os t app ropria te la b el for th is  need  therefore w a s  in s titu tion a l sa fety in  its  
rela tion  to TU s .
Fac t o r three  -  Lo v e  6b Be lo ng ingness Ne eds
Th e tw o va ria b les  loa d in g on Factor 3 are in  close con form ity to M a s low 's  love and 
b elongin gness  need  w h ich  he describ ed  as the h u n ger for love and  a ffectiona te 
rela tionsh ip s , b elongin gness  to a  grou p  and ca rin g for others , b ein g accep ted  b y 
and  a ffilia ted  w ith  others . Th e tw o item s  th a t have loa ded  on  th is  fa ctor w ere 
p red icted  to m ea su re th is  need, w ith  one des igned  as  the m a rker va ria b le for the 
need , w h ich  adds  va lid ity to the fa ctor la b elling. Th e item s  m ea su rin g the need  for 
good  co-w orker rela tions  in  the in du s try (qu estion  38) and  p la yin g an equ a l role in  
the service (qu estion  39) loaded  h igh ly together on th is  fa ctor w ith  - .79744 and - 
.67938 respectively. Th e load ings  for b oth  item s  a re n ega tive b u t a ccord in g to Kim  
and  M u eller
“the sign itself has no intrinsic meaning, and in no way should it be 
used to assess the magnitude o f the relationship between the variable 
and the factor.....the different signs simply mean that the variables are 
related to that factor in opposite directions” (p. 77).
C ha rt 5.3 illu s tra tes  pos itive responses  to the love and  b elon gin gn ess  need s  o f th is  
sam ple. 96.7%  o f the sam p le b elieved  th a t good  rela tion s  w ith  oth er s ta ff w ere 
either essen tia l or im porta n t for the sm ooth  ru n n in g o f th e N H S  n on -clin ica l 
service; and 86%  o f th e sa m p le a greed  th a t th ey p la yed  an equ a l role in  the 
fu n ction in g o f the service. A lthou gh  a  pos itive ou tcom e is  su ggested  from  these 
va ria b les , th e n ega tive sign  w ou ld  im p ly th a t th ey a re correla tin g w ith  the fa ctor in 
the oppos ite direction  to the rem a in in g factors . It w ou ld  su gges t therefore th a t the 
average ou tcom es  from  the rem a in in g va ria b les  a re n ot as  pos itive as  th a t 
u n covered  w ith  th is  factor. Th e la tter va ria b le w a s  in clu ded  as  the m a rker va ria b le 
for love and  b elongin gness  needs  as it closely reflected  th e h ypoth es ised  hu m an  
need. P la yin g an equ a l ro le in  the team  is  con s idered  to p rovid e th e opportu n ity
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for belonging to a group, b eing accepted by others and the scope for a ffectionate 
relationships. In  the workplace if one did not feel that they contribu ted equ ally or 
were not accepted b y others, the sense of love and b elongingness wou ld not be 
strong therefore su pporting this item  as a measu re and an indica tor o f this need.
t
n  S trong ly  d is a g re e  H  D isag ree  n  N e ith e r 1=1 A g re e  ®  S trong ly  a g re e
P lay  eq u a l ro le  in 
S e rv ic e (Q 3 9 )
I
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C h a rt 5.3 Love & belongingness need satisfaction
Items relating to co-worker relations were also found to measu re this need in 
previous studies. Hall and N ou gaim ’s need for a ffiliation was measu red b y 
‘concern over establishing, maintaining or restoring a positive affective relationship 
with another person or group in the work situation’ (1968, p. 18); Porter measu red 
socia l needs w ith  ‘the opportunity... to give help to other people’ and ‘the 
opportunity to develop close friendships ' (1961, p. 3); Friedlander measu red the 
need  w ith  ‘the working relationship I had with my co workers at my level was very 
good’ (1963, p. 248) and S hou ra and S ingh measured engineers socia l needs w ith  
the questions ‘Do you have the opportunity to develop close friendships in this job ?’, 
‘Do you have friends in the workplace’ and D o co-workers help each other’ (1999, 
p. 47). The compatib ility b etween the love and belongingness need measu res o f the 
ancilla iy s ta ff and those of previous investigations of M aslow 's model va lidates the 
factor and its labelling.
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Facto r four -  General Need
Factor 4 consists o f items that were inclu ded as globa l measu res of need 
satisfaction. It was predicted that if these variab les loaded h igh ly on factors w ith  
items designed to evaluate specific needs, su ch as that shown w ith  genera l 
management relations (question 30) loading on esteem needs, then they w ou ld 
strengthen the measu rement o f the need. H owever a ll the remaining globa l items 
have loaded on this factor and so suggests that they are not measu ring any of 
M aslow 's need classifications. The first item  loading on this factor asked the 
sample w hether they w ou ld continue to w ork in  their job  if they w on  a large su m  
o f money (question 43 w ith  . 74239). Chart 5.4 shows that 56.6% of the sample 
w ou ld not or definitely not continu e w ith  their job  and only 15.6% w ou ld do so, 
w hich does give some indication of w ork dedication how ever u niqu e the 
circu mstances.
IP  N o t happy a t a l lB  U nhappy  n  N e ith e r  D  H appy  H  V e ry  happy
Q ua lity  o f  w ork ing  
environ .
(Q 4 4 )
----
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__
D  V e ry  d issatis fied  H  D issatis fied  D  N e ith e r 1=1 S a tis fied  *  V e ry  sa tis fied
O ve ra ll jo b  sa t.
(Q19)
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C h a rt 5.4 G eneral need satisfaction
The second variab le to load on this factor asked respondents for their overa ll level 
o f satisfaction w ith  their job  (question 19). Less that 10% of respondents felt
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d issa tis fied  or very d issa tis fied  w ith  their job  w h ich  gives  a  good  ind ica tion  of 
cu rren t s a tis fa ction  and a llow s  responden ts  to con s id er a n y item  in flu en cin g  their 
job  sa tis fa ction  th a t m a y have b een  m issed  in  the resea rch . Th is  va ria b le has not 
loa ded  very h igh ly on  th is  factor, w ith  a  correla tion  o f on ly .56288, b u t th is  is 
a b ove the 0 .30 correla tion  tha t is  cons idered  s ign ifica n t for a  sam p le s ize o f over 
1000. Th e fina l va ria b le to load  on  th is  genera l n eed  sa tis fa ction  fa ctor  m easu red  
sa tis fa ction  w ith  the phys ica l w ork in g en viron m en t (qu estion  44). O nce aga in  this  
ha s  n ot loa ded  very h igh ly on the fa ctor w ith  on ly .51326, b u t can  still b e 
con s idered  s ign ifican t. In  genera l, s ta ff tended  to b e qu ite h a p p y w ith  th eir 
phys ica l w ork in g environm en t. It cou ld  be th a t th is  item  is  m ea su rin g  the 
a es thetic needs  o f the ind ividu a l th a t M a s low  la ter a dded  to h is  th eory o f 
m otiva tion  (1954) for the apprecia tion  o f b ea u ty in  a rt and  na tu re, the need  for 
sym m etry, b a la nce, order and form . H ow ever it is  u n likely th a t a n y N H S  hosp ita l 
h ow ever w ell decora ted  and  m a in ta ined , cou ld  m eet th ese n eed s  so la b ellin g  th is  
fa ctor ‘A es th etics ’ w ou ld  n ot b e appropria te.
C ons id era tion  w a s  a lso given  to a  ‘C om m itm en t to w ork ’ la b el for th is  fa ctor, b u t 
fu rth er item s  w ou ld  m ore a ppropria tely m easu re su ch  a  need , and  so w a s  n ot 
th ou gh t to b e a  va lid  lab el. Th e qu estion  rega rd in g w in n in g a  su m  o f m on ey w as  
an extrem e s itu ation  and m a y n ot a dequ a tely reflect a  w orker ’s com m itm en t to 
w ork, w h ich  w a s  s im ila rly the case for overa ll job  sa tis fa ction , w h ere a  w orker  m a y 
n ot b e h a ppy w ith  one a spect o f their job  b u t still con s ider th em selves ’ to b e 
com m itted  to w ork. Th e la b el o f ‘genera l n eed ’ w a s  th erefore con s idered  to b e m ore 
appropria te.
Fac t o r f iv e  -  Safe t y  ne ed
Th e loa d in g pa ttern  d isp layed  for Factor 5 closely fits  M a s low 's  s a fety need  
cla ss ifica tion . Th e item  d isp la yin g  the grea tes t a s socia tion  w ith  the fa ctor is  the 
m a rker va ria b le, des igned  as it m os t closely reflected  M a s low ’s descrip tion  o f the 
sa fety need. Responden ts  w ere a sked  for the level o f secu rity th ey felt in  th eir job s  
from  b ein g m ade redu n da n t (qu estion 18) and  loa ded  h igh ly w ith  a  correla tion  o f 
.75486. Th e sense o f s a fety a ssocia ted  w ith  in com e p red icta b ility in  m odern  
societies* closely reflected  M a s low ’s descrip tion  o f the m otiva tion  to b e sa fe from  
harm , for con s is tency, rou tine and stab ility, and  as m a rker va ria b le it adds  
va lid ity to the ch osen  lab el. M itchell and  M ou dgill m ea su red  secu rity n eed s  w ith
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“the amount o f predictability and order in one’s position” (1976, p. 339) which Is 
a lso compatib le w ith  the item; Porter measu red these needs in  managers w ith  ‘the 
feeling o f security associated w ith my position’ (1961, p. 3) and Shou ra  and S ingh 
measu red them  in  engineers with ’Do you think you are secure in your job ?’ (1999, 
47); and so su pports the lab elling chosen for this factor in the ancillary staff. 
Satisfaction w ith  job  secu rity was measu red b y Friedlander (1963) in managerial 
and professional staff, however it did not measu re sa fety motivation b u t rather 
love and b elongingness needs. The sa fety needs were not identified as a  sou rce of 
motivation for Friedlander’s s ta ff though. It may be the case tha t the manageria l 
and professional s ta ff are so secu re in their work roles that they regard it as a 
sense o f b elonging to the organisation, bu t this has not shown to be tru e for the 
ancillary s ta ff in  the government-driven pu b lic sector. C hart 5.5 illu strates the 
degree o f u ncerta inty experienced b y the sample w ith their job . The highest 
proportion o f s ta ff held a  neu tra l sense o f sa fety in their job s  from  being made 
redu ndant bu t very few  felt safe.
I p  V e ry  d issa tis fied  ~  D issatis fied  ^  N e ith e r  ^  S a tis fied  ®  V e ry  sa tis fied
S a t. w ith  pay  
(Q 1 7 )
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C h a rt 5.5 Scfety  need scitisj'action
The second and fina l variab le in the loading pattern o f this factor asked the s ta ff 
for their satisfaction w ith  their rate o f pay (qu estion 17) and was selected as the 
marker variab le for the most b asic o f M aslow 's needs - physiological. It was 
thou ght that w ithin  the w ork role, the lowest source o f motivation tha t determines
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you r su rviva l in  W estern  cu ltu re, w a s  sa tis fa ction  w ith  th eir fina ncia l rew a rd  and  
in com e. H ow ever it w a s  recogn ised  th a t th is  m a y n ot b e cons id ered  a  sou rce o f 
su rviva l for som e b ecau se o f the exis tence o f w elfa re sys tem s  th a t gu a ra n tee 
shelter and  food. S om e p reviou s  in ves tiga tions  ha ve u sed  p a y to m ea su re the m os t 
b a s ic need s  (B erl et al, 1984, w ith  sa lesm en ) and oth ers  a sk  a  m ore overt 
qu estions  -  ‘Do you fee l all your physical needs are satisfied in your life?’ (S hou ra  
&  S ingh , 1999. p. 47) and ‘I  had exceptionally good w orking conditions and 
equipment' (F ried lander, 1963, p. 248), b u t for the m ajority, p h ys iologica l needs  
h a ve b een  deem ed  irreleva n t in  the w ork  role (Porter, 1961; Rob erts  et al, 1971; 
H a ll &  N ou ga im , 1968; Payne, 1970). It w ou ld  appea r th a t the item ’s h igh  loa d in g 
on th is  fa ctor w ith  .70511 a longs ide the sa fety need  m a rker va ria b le w ou ld  
su gges t th a t p a y can  in s tead  be cons idered  to m otiva te the an cilla ry s ta ff for 
consis tency, p red icta b ility and fa irness  and n ot for food, d rin k  and  shelter as 
expected . Th is  w ou ld  su ggest th a t p h ys iologica l need s  are a lso less  releva n t to the 
an cilla ry w orker in  their low  level w ork  role, b u t fu rth er ana lys is  is  n eeded  b efore 
th is  ca n  be es ta b lished .
A  h igh er p roportion  o f s ta ff w ere d issa tis fied  or very  d is sa tis fied  w ith  their  b a s ic 
h ou rly ra te o f p a y than  there w ere sa tis fied  or very sa tisfied , w h ich  im p lies  th a t 
the sa fety n eed s  are cu rren tly deprived  for the N H S  a n cilla ry s ta ff a ccord in g to the 
depriva tion / dom in a tion  process  o f m otiva tion  describ ed  b y M a s low . Th is  
d is sa tis fa ction  w ou ld  su ggest th a t sa fety need s  are cu rren tly b ein g sou gh t and 
im porta n t, and  w ill b e given  fu rth er cons idera tion  in  C h a pter 11.
F ac t o r six  -  A ut o no m y  needs
Th e fina l fa ctor loa d in g for the N H S  an cilla ry s ta ff is  close to a  n eed  for a u tonom y. 
Th is  need  w a s  orig in a lly iden tified  b y Porter (1961) in  h is  exa m in a tion  o f M a s low ’s 
th eoiy o f h u m an  m otiva tion  in  m anagers  w ith in  the orga n isa tion a l setting, as a  
d is tin ction  from  esteem  needs . Porter m ea su red  th is  as the n eed  for in d ep en d en t 
thou gh t, au thority, settin g goa ls  and in volvem en t in  d eterm in in g m eth od s  and 
p rocedu res . W ith in  th is  research , item s  rela tin g  to the level o f con trol experien ced  
b y s ta ff u n d er th eir su pervisors  (qu estion  35) and  th eir sa tis fa ction  w ith  th is  
con trol (qu estion  36) w ere fou nd  to be m os t closely rela ted  to a u ton om y in  the 
p a rticip a n ts ’ w ork  role. These item s w ere p red icted  to m ea su re eith er the
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au tonomy need or M aslow ’s original classification -  esteem needs, and so this 
intention lends support for the label assigned. Satisfaction w ith  control correlated 
moderately w ith  the factor w ith  .62508 and C hart 5.6 illu strates the dispersion of 
responses experienced b y the sample.
65% of the ancillary s ta ff w ere satisfied or very satisfied w ith  their su pervisory 
control bu t 28% of the remainder were very dissatisfied w ith  this level o f 
au tonomy. Satisfaction w ith  the control variab le loaded higher on this factor than 
the in itia l question posed to assess the level o f control the sample felt under. Th is 
question (35) loaded very low  on the factor w ith  a correlation o f .49575, how ever 
the size of the sample confirms this resu lt is still significant. Perhaps an 
explanation for these low  loadings is the fact that the items are indirect measu res 
o f M aslow 's  esteem  need classification, through Porter’s au tonomy need, rather 
than  a direct measure. The existence of th is factor for the N HS  ancillary s ta ff 
wou ld suggest thou gh that Porter was right to distingu ish the need for au tonom y 
- for independence and freedom, from  M aslow 's original esteem need. Fu rther 
investigations are needed how ever b efore this can be estab lished reliab ly.
Leve i o f contro i 
(Q 3 5 )
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C h a rt 5.6  Autonomy need satisfaction
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Summary
To su m m arise, s ix  n eeds  have em erged  from  the fa ctor ana lytic in ves tiga tion  of 
the sa tis fa ction  a spects  o f M a s low ’s n eed  cla ss ifica tions  in  a n cilla ry w orkers . O n 
firs t gla nce th is  does  n ot a gree w ith  M a s low ’s th eoiy o f hu m an  m otiva tion  as he 
iden tified  on ly five hu m an  needs , and so rejection  o f Resea rch  Q u estion  I w ou ld  
follow . H ow ever, o f th e s ix  n eeds  fou nd  for these w orkers , th ree w ere in  close 
correspon den ce to M as low 's  need  cla ss ifica tions  and  it tu rn ed  ou t th a t on ly fou r o f 
th e orig in a l n eed s  w ere a ctu a lly b ein g resea rch ed22. Fa ctor or need  in terp reta tions  
w ere b ased  on  the descrip tions  given  b y M a s low  in  h is  origina l th eory (1943), 
p reviou s  exam ina tion s  o f the th eoiy and  the th eory-driven  m a rker va ria b les  
iden tified  p rior to the ana lys is . Th e th ree needs  in  close correspondence to 
M a s low ’s needs  w ere:
❖  S a fe ty  -  Within the organisational setting these needs were measured by job  
security (marker variable) and satisfaction w ith rate o f pay. Satisfaction w ith 
these items can be considered to provide predictability, stability and order in the 
w orker’s life, and assist w ith being safe from  harm in our economically driven 
society.
❖  L o ve  a n d  b elon g in gn es s  -  Items measuring these needs were associated with 
relations w ith immediate co-workers, and established the need fo r good co­
w orker relations fo r the s taff and the part they played in delivering the service 
(marker variable). Relations w ith co-w orkers are thought to provide the 
opportunity for affectionate relationships, a sense o f belonging to the team and 
being accepted by others and as such is an accurate measure o f w orker’s love 
and belongingness needs.
❖  E s teem  -  Items measuring this need are considered to be based on 
opportunities for recognition fo r ancillary s taff such as suggestions being 
listened to, complaints systems and promotional prospects. A lso respect was 
measured through relations with managers (marker variable), being kept 
informed and respect from co-w orkers by feeling part o f a team.
D ifferences  w ere therefore fou nd from  the cla ss ifica tions  o f hu m a n  m otiva tion  
pu rported  b y M a slow . A n cilla iy w orkers  w ere a lso fou n d  to be m otiva ted  by:
22 T h e  fac t o r  a n a ly s i s  sh o w e d  t h at  t he  i t e m s p re d i c t e d  to m e a su r e  p h y s i o lo g i c a l  n e e d s  i n s t e ad  
lo ad e d  w i t h  t h o se  c lo se  to  sa f e t y  n e e d s.
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❖  A u ton om y -  Items relating to the level o f control the s taff experienced from  
their supervisors were found to measure this need. This is considered to 
indirectly measure w orkers’ esteem needs in the evaluation that they receive 
from their superiors and their freedom and independence. Porter distinguished 
autonomy needs as a form o f esteem need in 1961 for his study o f managers.
♦ > In s titu tio n a l s a fe ty  -  Trade union membership and relations formed this need 
and is considered to represent w orkers’ safety needs in the institution. The 
focus o f trade unions is the collectivist approach to ensuring fairness, security  
and stability fo r w orkers’ in the terms and conditions they experience in the 
workplace. Rather than personal safety, this need is fo r safety in the institution 
and w orkplace at large.
❖  G en era l -  The items measuring this need were overview  questions o f work 
motivation, and were originally included as strengthening items fo r the needs 
on w hich they loaded. Informing this factor the items have in effect been 
rejected as measures o f specific human needs.
Th e m os t extrem e needs  w ere n ot iden tified  in  the N H S  a n cilla ry w orkers  even  
th ou gh  som e item s  w ere in clu ded  in  the ana lys is  th a t w ere close to M as low 's  
descrip tions  o f the needs. Phys iologica l needs  and self- a ctu a lisa tion  fa iled  to 
em erge in  th is  inves tiga tion . It is  u n su rp ris in g  th a t the low est, m os t p rim itive 
need  ha s n ot em erged  as its  qu estion ing w a s  th ou gh t to b e redu n da n t for 
in d ividu a ls  in  m odern  civilisa tion  and pa rticu la rly th ose in  the fin a n cia lly 
rew a rd in g w orkp la ce. Item s  des igned  to m easu re the grow th  need , specifica lly 
opportu n ities  for p rom otion  and  developm en t w ere fou n d  to co va ry in s tea d  w ith  
others  th a t tes ted  esteem .
Th is  cou ld  b e for a  nu m b er o f reasons . F irs tly the a b sen ce o f the grow th  need  
cou ld  su ggest th a t it is  n ot cu rren tly b ein g sa tis fied  in  th e N H S  a n cilla ry staff, 
w h ere perhaps  the en viron m en t is  not b ein g crea ted  b y th eir  m a n a gers  for su ch  
opportu n ities . Th is  m a y have s ince im proved  follow in g the G overn m en t’s 
m odern isa tion  d rive for the N H S  (N H S Plan, 2000) w ith  its  a ckn ow ledgem en t o f 
the im portance o f su pport services  and those deliverin g th is  service, w h ich  
follow ed  a fter the resea rch  w a s  u ndertaken . W a rd  H ou sekeepers  have s in ce b een  
in trodu ced  th a t p rovid e fu rther tra in ing opportu n ities , p rom otion a l p rospects , 
ca reer s tru ctu re and  involve closer con tact w ith  pa tien ts  and  clin ica l sta ff, w h ich  
m a y p rovide scope for grow th . Th e ab sence o f self- a ctu a lisa tion  m a y a lso b e
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b eca u se it is  n ot an appropria te need  to m easu re for the low ly- ra n ked  w orkers  in 
the organ isa tion a l stru ctu re, as  peop le cou ld  b e u n likely to a ch ieve u ltim a te 
grow th  from  the an cilla ry role. It m a y b e the case th a t the n on -a ppea ra n ce of each 
extrem e n eed  cou ld  a lso b e the resu lt o f the in a ppropria te des ign  o f n eed  
m easu res , for exam ple p a y w a s  fou nd  to b e a  sou rce o f s a fety m otiva tion  ra ther 
th an  a t a  m ore p rim itive level. M as low  d id  sta te thou gh  th a t self- a ctu a lisa tion  is 
u n likely to b e rea lised  in  you n g peop le and  the con cep t shou ld  b e con fin ed  to 
old er peop le (1954, pp. 200-203) perhaps  those over th e w ork in g age. M ost 
em p loyees  in  a  trad itiona l w ork  organ isa tion , and  especia lly those low er dow n  the 
orga n isa tion a l s tru ctu re like those u sed  in  th is  s tu dy, h ave lim ited  opportu n ities  
to b ecom e a ll one is  capab le o f b ecom in g and for u ltim a te grow th . S in ce lim ited  
scope exis ts  for the m a jority o f the w orkforce to rea lis e th eir poten tia l, it w ou ld  b e 
m ore su rp ris in g if sa tis fa ction  o f the need  w a s  u n covered  in  these sta ff. A lthou gh  
the opportu n ities  for self- a ctu a lisa tion  a re lim ited  in  th is  w ork  role, it is  s till 
im porta n t to cla rify the poss ib ility o f the grow th  n eed  b ein g a  m otiva tor.
Th ese resu lts  do show  su pport for the a ppropria teness  o f th ree o f M a s low ’s need  
cla ss ifica tion s  in  describ in g h u m an  m otiva tion . B eca u se ph ys iologica l n eed s  w ere 
fou n d  to b e u nsu ita b le for the w orkers  in  the w es tern ised  w orkp la ce, on ly the 
sa tis fa ction  o f self- a ctu a lisa tion  has  n ot b een  su pported . A t th is  ea rly s tage o f the 
investiga tion  it w ou ld  b e irrespons ib le to su pport or reject Resea rch  Q u estion  I 
rega rd in g the need  cla ss ifica tions . Fu rther inves tiga tion s  a re n eeded  in to the 
va lid ity and  relia b ility o f the need  sa tis fa ction  o f these w orkers  and  to the w id er 
pu b lic sector.
F irs tly how ever, the rem a in ing resu lts  o f th e qu estion n a ire adm in is tered  to the 
N H S  an cilla ry s ta ff shou ld  b e considered . Th ese qu estion s  h a ve b een  des ign ed  to 
m ea su re the im portance o f n eeds  to the s ta ff p rim a rily to tes t Resea rch  Q u estion  
II rega rd in g the p rocess  o f m otiva tion  in  the cycle o f dep riva tion -dom in a tion -  
gra tifica tion -activa tion . Th e resu lts  how ever can  b e fa ctor an a lysed  and  the 
a ppropria teness  o f M a s low ’s cla ss ifica tion  o f h u m an  needs  ca n  aga in  b e 
cons id ered  in  the m otiva tiona l im portance a ss igned  b y these w orkers . 
C ons id era tion  w ill n ow  b e given  to the fa ctor a na lytic in ves tiga tion  on  the resu lts  
p rovided  to the need  im portance qu estions  as w ell as  th e level o f im p orta n ce th ey 
a ss igned  to each  need.
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Need Importance Factor  Analysis
Tw en ty item s  w ere inclu ded  in  the qu estionna ire to m ea su re the im porta n ce of 
va riou s  a spects  o f the w ork  role to the an cilla ry sta ff. A lth ou gh  the im portance o f 
va riou s  n eed s  w a s  in clu ded  p rim a rily to test the rela tion sh ip  b etw een  need s  and 
con sequ en tly M as low 's  p roposed  p rocess  o f m otiva tion  (Resea rch  Q u estion  II), to 
do this , item s  firs t h ave to b e in terp reted  in  term s  o f the need s  to w h ich  th ey 
appea l. Factor ana lys is  w a s  aga in  em ployed  to iden tify the u n d erlyin g 
rela tion sh ip s  b etw een  the va riab les , w h ich  a lso h elped  to va lid a te and  a scerta in  
the a ppropria teness  o f M as low 's  cla ss ifica tions  o f h u m a n  m otiva tion . For sim ila r 
rea son s  as those d is cu ssed  for the need  sa tis fa ction  fa ctor ana lys is , a  
con firm a tory fa ctor ana lys is  w a s  u sed  w ith  ob liqu e rota tion  and  a  D elta  o f 0. As  
recom m en ded  b y H a ir et al (1998) m arker va ria b les  w ere a lso des ign ed  for these 
qu estions  th a t closely reflect the h ypothes ised  needs . Th ose selected  are deta iled  
in  Ta b le 5.2 in  th is  ch a p ter’s m eth odology section .
Th e resu lts  o f the fa ctor ana lys is  for n eed  im porta nce ca n  b e fou n d  in  Ta b le 5.4.
C h a p t e r  5 I  R e se a rc h  Q u e s t i o n  I
P ag e  177  | Quan t i t a t iv e  R e su l t s
o
4J
w
i n
o
00
o
in CM vO 00 CM CM
co 00 o o : CM
IN vO
,
00 CO IN
i-H X i-H . X co CO0 0 i-H i-H
co
in ov; 
oo
CM (M I
i ' r l
I N  VO 
CM OV 
CO CM
r—i LOi—i o
i-H CM 00
CM in
Ov OV 'd-
t-H in
O 0 co
CM CM ^  lO  CM
^  10 h  
H  ^  N  01
CM ^  CM CO i£)
O  O  O  h  CM
CM CM 
N 00
in »-h 
i-H in 
O  l-H
I N  ON CO 
CM 10  I N  > 
CO T? <J\ 
' t  OV 0 0 s 
rH  CM O ;
0 CM 00 i-HIn co
IN O OV00 CM N -0 i-H 0 O
vO
VO
vO
CM
(0
10
<u
f l  0
bn O
f l  0 0
.5 m
M  IN  
f l  I N  
0
00 m  cm co
I N
IN
in00
I N
o
r *  cm
j  #  N
3 * 0
S  «  (04J to •
(0 1fl
► -»
H - t-H OV 1 i-H
CO VO 'C f • 00
CO CO CO 000 OV 0
I N X c o ; 0
4)
M
— CO 
CO iG  CM
o
00 
o  O
o  VO 
0 0  0 0  
i-H in
CM 00
o  o
0 0 i-H CM
t-H i n vo 00
vo 00 co
in co vo in0 i-H 0 0
i n >
fl
o
• »H
+Jfl
ofl
I N co 00 ini co IN co IN  ! 00
IN 00 Ov> LO CM 00 I N OV
i-H ov CM 00 O f  . 00 I N VO co i O
in CM co vo H  1 0 CO IN 00 i I N00 00 I N 0 i-H t-H CM 5 r-H
0 0 CM
in i-H co
o v CM vo0 in CM
rH 0 0
00 Ov >> vD VO VO vo 001 00 00
vo
i n 00 0 ov
r-H t-H 4J t-H 00 O 00 rH vO vo 00 i n  i ov
VO Ov (2 IN O i n i n i n vo X 00 c o ; co
VO VO »W> CO 
09
co IN 00 i n 00 i n O Ov i-H H -i co
rH O IN VO i n co i-H
■
i-H
1 0 i-H co j 0
co O 0 I N CM
OV ' ' t I N CM OV
0 rH t-H O in
i-H t-H O IN
OV 00 00 in
ov
00
t-H CO ? CM IN ' t r-H Ov
vO ov ^ ; 00 OV 00 vO
CO OV ; O 1^" IN 0 CO
OV in 00 ' CO O O 00 in0 0 i-H : 0 O O r-H 0
o
o
Q
fl
o
4J
•p4fl
t f l
<u
Q
co
as
CO
l l
0
z
X I
£  £
4-) 4->
o  o
fl as
o  u
CO
CO
0
X
_co 4
*Ih u0 O
CO
4-1
CO 
' s
CO
' S  !
f l £ £
.8 <D <D
a a
aS f l A
a CO CO
X X X .4-1 4-1 + j
’% '%
4-1 4-1 4-10 0 0
aS aS aS '4-1 4-1 4-1 ■
f l fl f l
O 0 0
O O O
co(U 
8
M O 
CO
0)
&
"3
0
c .
c
<
aJ
a
0 ;
8 : '  
ID  1* 
X ! 
o
o  §
«J fl 
as °1-1 X
T3 X5 
o  o  
o  o
o  o
«  CO
• I- ^  _l «
aS f l  1
’O  ° !X I
3 °
8  <D CU J
8 fl ^
■ § I
-0 2
CO
c1)
o :
o ;
bJO
. f l
X  co
3  .8
CO x
3  5
Io  ; r<44 O
CO tuo
«  c
’ f l
’3
I I  
4-1
TJ 
o  
o
o
c
Bl l
o
a
a
o
4
CO
4-1
o
<d
a
CO
o
u
a
tf
c
o
fl r
S I  
<-■  : O I
O  £V
6 & o; 
2 -g g!
aS . S i ;  
>  :TS
O n  <U! 
o 'o >1 
O X O!
fl
o«N ; I
«W ^  . _
(ft O a  fl l-i CT1
4> M- M" M" ;
f l  H  1—I 1—t i-H rH I
O* O  O ' O ’ O ’ O ’ .'
a x  x  x
M" M- ^  M" j
i-H i-H i-H i-H i-H .
O ’ O ’ O  O ’ O ’;
u _  Cfl M
M* M- M- M- !
i-H i“ I 1—H rH i-H I
O ’ O ’ O  O ’ O ’
00
o
CM s
CM
JG ov 00 
Ov vD in o
f l" CM
in o  
o  o
CO
l l
<d
IN
VO
■ r  <u
£ Ih
.8* *  
rj  a
1  s
O 8
aS
TJ C  
o  <u 
o  ‘0  
O  b
o I
£ f
CO I :
4-1 !
fl 1
0) I
8
• s  <d
>  tuo.
S 031o  c  1 
w §
.8  8 ;  
<D T3  
T3  O  I
■ fl o  1; 
£  o f
o  8  -o
' t  vf
i-H i-H ^H ^H '
O ’ O ’ O ’ O ’5
fl
<u
CO
CL)
l l
a
<ut-c
c
o
’ f l
o
a
8fl
e
t ;
0
• I
• a(i)
4)fl
1
in
o
X
aS
H
aS
l-H CO
1 1
f l  CD 
0 \ £
X  "  
o
I-.
aS n  
o fl
CO f l  
CD f l
b  O ’
x  00
<L) ^
a  R
X  “  ^  cu
o
Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's theory o f  mot ivat ion to anci l lary st a f f
Th e resu lts  o f the fa ctor ana lys is  in d ica te tha t the im porta nce a ss ign ed  to the 
tw en ty w ork - rela ted  va ria b les  can  b e su m m a rised  in to five fa ctors . Th e con fidence 
w ith  w h ich  the resu lts  can  b e held  is  dem on s tra ted  b y their  s ign ificance. Th e 
item s  have a ll loa ded  s ign ifica n tly on the fa ctors  follow in g the 0 .30 m in im u m  
correla tion  recom m ended  b y H a ir et al (1998) for a  sa m p le s ize o f over 1000. 
A lth ou gh  som e item s  loa d  m u ch  h igh er than  others , even  th e low es t loa d in g (for 
the im porta nce o f a  good  pension  schem e) ha s  correla ted  s ign ifica n tly w ith  a  
coefficien t o f 0.38.
O nce aga in  other resea rchers  w ith  kn ow ledge o f M a s low ’s th eory o f h u m an  
m otiva tion  w ere in vited  to con s ider la b els  for the fa ctor ana lys is  resu lts  and  
con firm ed  those selected, w h ich  im proves  the extern a l va lid ity o f the la b els. G rea t 
cons id era tion  has  a lso b een  given  to M as low 's  descrip tion s  o f each  need  in  
la b ellin g  the fa ctors  and  w ere reflected  in  the m a rker va ria b les  des igned .
A lon gs ide a ll other va lid ity checks  o f the fa ctor la b ellin g, fou r o f the five m a rker 
va ria b les  have a lso b een  su ccess fu l.
A lth ou gh  phys iologica l needs  w ere n ot p red icted  in  th is  resea rch , a  m a rker 
va ria b le w a s  still in clu ded  to exp lore the p la u s ib ility o f the needs  in  th e w orkp la ce 
or con firm  their su perflu ity. Th e im portance o f a  good  ra te o f p a y (qu estion  14a) 
w a s  in clu ded  for th is  pu rpose, b u t it h a s  in s tead  loa ded  w ith  the sa fety n eed  
m a rker va ria b le and other item s  close to M a s low ’s descrip tion  o f the s a fety need. 
Th is  con firm s  the need  sa tis fa ction  resu lts  and  so su ggests  th a t ph ys iologica l 
m otiva tion  does  n ot exis t for these s ta ff in  th e w orkp la ce and  in s tea d  m otiva tion  o f 
the low es t form  is  for stab ility, p red icta b ility and to b e sa fe from  harm .
Th e m a rker va ria b le selected  to m easu re sa fety need s  for these s ta ff w a s  the same 
as th a t des igned  for need  sa tis faction  -  job  secu rity (qu estion  14h). Th e rou tin e 
and  p red icta b ility th a t th is  p rovides  as w ell as the fin a n cia l s ecu rity m os t 
a pp ropria tely reflected  the sa fety need. Th is  m a rker va ria b le ha s  loa ded  as  
predicted .
Th e love and  b elongingness  need  m a rker va ria b le des ign ed  as a  close m ea su re o f 
th e h ypoth es ised  u n derlyin g factors  w a s  good  rela tions  w ith  co-w orkers  (qu estion  
14c). Th e a ffectiona te rela tions  and the sense o f b ein g a ccep ted  th a t co-w orkers
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can  p rovide w a s  cons idered  to b e a  m os t a pp ropria te m ea su re and  ha s  loa ded  as 
expected  w ith  s im ila r item s , w h ich  lends  face va lid ity to the fa ctor label.
Th e im porta nce o f con ta ct w ith  the w orkers ’ su pervisor (qu estion  14q) w a s  
selected  as the m a rker va ria b le for es teem  needs . C on ta ct w ith  th ose h igh er u p 
the orga n isa tiona l s tru ctu re and pa rticu la rly those d irectly ab ove you  ca n  p rovide 
the scope for recogn ition , respect, p res tige and  apprecia tion . Th is  m a rker va ria b le 
loa ded  w ith  oth er item s  th a t cou ld  a lso have the sa m e effect on the w orker and so 
con firm ed  ‘es teem ’ as  the m os t appropria te la b ellin g for th is  factor.
A s  w ith  the need  sa tis fa ction  item s, p rom otion a l p rospects  (qu estion  141) w ere 
p red icted  to m ea su re the im portance o f s elf- a ctu a lisa tion  to the a n cilla ry sta ff. 
A lth ou gh  th is  n eed  w a s  n ot fou nd  in  the s ta ffs  n eed  sa tis fa ction  the in vestiga tion  
con tin u ed  for n eed  im portance. Prom otiona l p rospects  a re con s idered  to a llow  
s ta ff to m eet their poten tia l and grow  in  the w ork  role and  in  n eed  im porta n ce this  
has loa ded  w ith  other item s th a t are th ou gh t to p rovide the sa m e opportu n ities . 
E ven  th ou gh  the n eed s ’ s a tis fa ction  w a s  n ot fou nd, th e fa ctor a na lys is  in d ica tes  
th a t the im porta nce o f self- a ctu a lisa tion  has b een  fou nd .
Fu rther cons idera tion  w ill now  be given  to the specific loa d in gs  o f each  fa ctor and  
the levels  o f im portance tha t the a ncilla ry s ta ff a ss ign ed  to each  item .
Fac t o r o ne  -  Est e e m  needs
Th e loa d in g pa ttern  d isp layed  for Factor 1 is  in  close correspon den ce w ith  
M as low 's  es teem  need. A ll the va ria b les  loa d in g on th is  fa ctor con cern  rela tion s  
w ith  oth ers  in  the organ isa tion . Responden ts  w ere a sked  to ra te th e im porta n ce o f 
these rela tion s  to tes t for severa l o f M as low 's  n eed  cla ss ifica tion s  in clu d in g love 
and  b elongin gness  in  the close rela tion sh ip s  th a t can  b e form ed  and  self-  
a ctu a lisa tion  in  the scope for self- fu lfilm ent. H ow ever the resu lts  w ou ld  su ggest 
th a t es teem  is m easu red  th rou gh  socia l con ta ct w ith  th ose on oth er levels  o f the 
organ isa tion  am on gst other th ings. Th is  con ta ct is  con s idered  to a llow  for a  sense 
o f a ch ievem ent, recogn ition , apprecia tion , prestige, resp ect and  feelin gs  o f self-  
w orth  w h ich  are term s u sed  b y M as low  (1943) to describ e es teem  needs . Th e
Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anci l lary st a f f
C h a p t e r  5  I  R e se a rc h  Q u e s t i o n  I
P ag e  180  | Q uan t i t a t iv e  R e su l t s
Evahxaliny the applicability o f M asloiv 's theory o f motivation to ancillary skiff
variab le loading most h igh ly on this factor is ‘C ontact w ith  N u rses’ (q l4o) w ith  
.91093. Th is item  was predicted, as was the next variab le to load on this factor 
(‘C ontact w ith  D octors’, q l4 p  w ith  .84140) to measu re esteem needs. Previous 
examinations o f M aslow 's model have a lso inclu ded measures o f esteem  that relate 
to others in the w ider organisation. Porter (1961) measu red managers esteem  
needs w ith  ‘the regard received from  others in the company’ (p. 3) and Shou ra  and 
S ingh measu red esteem in  engineers w ith  ‘Do you get respect from  others in your 
job ?’ (1999, p. 47). The direct contact which  workers have w ith  their interna l 
cu stomers (doctors and nurses), and particu larly those interna l cu stomers that 
have more w idely held prestige in the organisation, are considered to have a direct 
impact on their esteem. W hether the socia l interaction b etw een the an cilla iy s ta ff 
sample and their customers is favou rab le or not, it w ill still have an impact on 
esteem  needs.
Contac t w ith  supervisor 
Q 14 q
Con tac t w ith  supervisor's  
boss  
Q 1 4 r
Con tact w ith  patients  
Q 14n
Con tact w ith  Doctors  
Q 14 p
Con tac t w ith  Nu rses  
Q 14 o
0%  1 0%  2 0 %  3 0%  4 0%  5 0%  6 0%  7 0 %  8 0%  9 0%  1 0 0%
Percen tage  of R esponses
C h a rt 5.7 NH S Esteem need importance
Chart 5.7 illu strates the average importance assigned to all the esteem  need 
items. M ore s ta ff rated the contact that they had w ith  nu rses as im portant or very 
important (67.9%), than did those for contact w ith doctors (46.2%). It m a y b e the 
case that contact w ith nurses is more frequent w hen  the s ta ff vis it the w ards to
□  N ot im portant at all
□  N ot very im portant
□  N e ither
□  Q u ite  im portant 
H  V e ry  im portant
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clean , deliver food  or tra n sport pa tien ts , so the opportu n ity th a t th is  con tact 
a llow s  for es teem  is  m ore frequ en t and thu s  im portan t. A lth ou gh  doctors  a lso vis it 
the w a rds , th eir con ta ct w ith  a ncilla ry s ta ff can  b e con s idered  less  regu la r 
resu ltin g in  the redu ced  im portance o f th is  socia l con tact. A ltern a tively it cou ld  be 
th a t the con ta ct the an cilla ry s ta ff have had  w ith  doctors  in  the p a s t p rovided  little 
scope for es teem  and so exp la ins  w h y it is  o f less  im porta n ce to them .
‘C on ta ct w ith  p a tien ts ’ (q l4 n ) w a s  the n ext va ria b le to loa d  on th is  fa ctor w ith  
.81170. Th is  item  w a s  a lso pred icted  to m ea su re es teem  needs  in  th e feelings  o f 
self-w orth , a pp recia tion  and  respect it can  provide. Pa tien t ca re ha s  a  pos itive 
im p a ct on the ind ividu a l th rou gh  feelings  o f self-w orth , b u t a lso from  others 
ou ts ide the N H S  and  the pa tien t them selves  p rovid in g the opportu n ity for respect 
and  apprecia tion . Th e es teem  need  m easu re u sed  b y M itchell and  M ou dgill (1976) 
o f the 'prestige outside the organisation (i.e. regard received from others not in the 
organisation) ’ (p. 339) is  close to th a t received  from  pa tien t con ta ct a s  th ey are 
cu s tom ers  extern a l to the organ isa tion , as has  th eir fu rth er es teem  need  m ea su re 
<ethe feeling o f self-esteem a person gets in one’s position” (p. 339). 76.4%  o f the 
an cilla ry s ta ff ra ted  con ta ct w ith  pa tien ts  as im porta n t or very im portan t, and  very 
few  o f the rem a in der considered  this  w ith  no im porta n ce a t all, w h ich  su ggests  
th a t th is  is  a  h igh  sou rce o f es teem  for the sta ff. A lso loa d in g on th is  fa ctor w ere 
‘C on ta ct w ith  su pervisor’s b os s ’ (q l4 r ) and  ‘C on ta ct w ith  su p ervisor’ (q l4 q ) w ith  
.50027 and  .47592 respectively. B ecau se the person n el involved  in  th is  con ta ct 
h ave d irect con trol over the w ork  roles  o f the sam p le, it is  th ou gh t th a t th ere is 
exp licit opportu n ity for ach ievem en t, recogn ition , freedom  and  p res tige for the 
an cilla ry sta ff, w h ich  have a ll b een  u sed  b y M a s low  to describ e es teem  need s  
(1943). Th e closeness  o f these item s  to the hypoth es ised  es teem  n eed  and 
p a rticu la rly th a t rela tin g  to the im m ed ia te su pervisor, w a s  th e b a s is  o f s election  o f 
one o f the item s  as a  m a rker va riab le. Th e la b el’s va lid ity is  a lso exten ded  b y 
p reviou s  opera tiona lisa tions  o f the es teem  need  show n  th rou gh  its closeness  to 
M itchell and  M ou dgill (1976) esteem  m easu re - “recognition or credit from  co­
workers when one does a good job ” (p. 339). C ha rt 5.7 illu s tra tes  th a t grea ter 
im porta n ce w a s  p la ced  on con ta ct w ith  s ta ffs  im m ed ia te su pervisor (m a rker 
va riab le) th a n  their 'b oss' (u su a lly the S ervice M anager), b u t b oth  w ere ra ted  w ith  
s ligh tly grea ter im portance than con tact w ith  pa tien ts . Th e h igh er im porta n ce o f 
con ta ct w ith  those th a t can  provide ach ievem en t, freedom  and  in depen den ce than  
those th a t can  p rovide self-w orth  and  self- es teem  m a y cha ra cterise the n eed  in  the 
w orkp la ce as d is tin ct from  persona l esteem .
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Fac t o r two  -  Safe t y  ne ed
Th e va ria b les  loa d in g on  Factor 2 a re close to M as low 's  sa fety n eed  cla ss ifica tion, 
and  is  va lida ted  b y the loa d in g o f the m a rker va riab le. A ll item s  loa d in g on this  
fa ctor a re o f a  fina ncia l n a tu re ra n gin g from  short- term  secu rity to long- term  
fin a n cia l secu rity th a t are n eeded  for sa fety in  m od em  civilis a tions . A  ‘G ood ra te o f 
p a y’ (q l4 a ) loa ded  h igh es t on th is  fa ctor w ith  .73716 and  w a s  p red icted  to b e a  
m ea su re o f phys iologica l needs , b u t a s fou nd  in  n eed  sa tis fa ction  th is  is 
cons idered  to m otiva te a t a  h igh er level in  the w orkp la ce. B eca u se the w elfa re 
sta te p rovides  the b as ics  for su rviva l in  m odern  society su ch  as  food, shelter and  
cloth in g (phys iologica l needs) fina ncia l rew a rds  ca n  b e rega rded  as p rovid in g  the 
con tin u a tion  and sta b ility o f these b a s ics  and a  sense o f s ecu rity and 
p red icta b ility in  th e w or ld . Th e qu estion  in clu ded  to m ea su re sa tis fa ction  w ith  pa y 
(q l7 ) a lso loa ded  on  the s a fely need, w h ich  ind ica tes  fu rth er su pport for the 
grea ter app ropria teness  o f th is  la b el than  p h ys iologica l needs . C ha rt 5.8 
illu s tra tes  the im portance w ith  w h ich  N H S a n cilla ry s ta ff ra ted  th is  sou rce o f 
s tab ility. A lm os t a ll the sam p le (79.3% ) ra ted  th is  as  very im porta n t, w h ich  
su pports  the fu nda m en ta l and  b a s ic na tu re o f th is  item  and  thu s  the n eed  to 
w h ich  it appea ls . O n e’s sou rce o f incom e can  p rovide s ta b ility in  on e’s w id er 
exis tence and so can  b e com pared  to previou s  m ea su res  o f s a fety needs , su ch  as 
H a ll and  N ou ga im ’s (1968) m easu re in  m anagers : ‘the need to fee l safe and 
prepared fo r anything that might happen, how ever unexpected. The need to avoid 
threat’ (p. 18).
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The second  variab le to load on this factor w as the importance o f ‘G ood bonu s 
schemes’ (q 14b) to the respondents. Once again this item  was to predicted to 
measu re M aslow 's sa fety need classification, where the additiona l income achieved 
throu gh the bonu s scheme was view ed as additional financia l security. Th is  
featu re was not as important to the sample as the more direct financia l reward, 
bu t was still regarded w ith high importance to the majority (54.3%). The lower 
importance assigned to this item  cou ld be the resu lt o f the redu ced availab ility o f 
su ch schemes to a ll types o f ancillary staff. Fu rther analysis o f the data  b y w ork 
grou p and Tru st may indicate the w ide variation in importance o f b onu s schemes 
and their potential availab ility. Th is item  was thou ght to some extent to reflect 
Hall and N ou gaim’s (1968) test o f M aslow 's esteem need relating to ach ievement 
and challenge - “the need to compete with some challenging standard o f excellence, 
wither internal or external” (p. 18). It was thought tha t workers may regard bonus 
schemes as an additiona l challenge in the work role b ringing w ith  it respect and 
recognition, however this resu lt wou ld suggest that they motivate ancillary s ta ff at 
a more b asic level. They appear to regard bonu s schemes in pu rely financia l terms 
and the stab ility and predictab ility that this can b ring their life.
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Job  secu rity (q l4 h ) w a s  th e th ird  va ria b le to loa d  on  th is  factor, w ith  .58506. Th is  
item  w a s  selected  as the m a rker va ria b le for the n eed  b eca u se o f its  closeness  to 
th e descrip tion  given  b y M as low  o f sa fety n eeds  for consis tency, a  p red ictab le 
w or ld , stab ility, rou tine and  con s is ten cy (1943). B y loa d in g on  th is  fa ctor w ith  
other item s  th a t appea l to the sam e description , the m a rker va ria b le add s  va lid ity 
to the sa fety need  lab el. Th e a ssessm en t o f job  secu rity im porta n ce w a s  in  d irect 
com parison  to the n eed  sa tis fa ction  item  w h ich  a sked  respon den ts  for the level o f 
secu rity from  b ein g m ade redu n da n t th a t th ey felt in  th eir job s  (qu estion  18). B oth  
item s  w ere selected  as m a rker va riab les , and  have p roved  a ccu ra te in  iden tifyin g 
the sa fety n eed  in  the N H S  a ncilla ry sta ff. A  s ligh tly h igh er p roportion  o f the 
sam ple (81.9% ) ra ted  job  secu rity w ith  grea t im porta n ce than  th a t fou n d  for a  
good  ra te o f pay. A s  the m a rker va ria b le th is  item  also reflects  p reviou s  m easu res  
u sed  to tes t M as low 's  sa fety need, in clu d in g M itchell and  M ou d gill’s (1976) ‘the 
amount o f predictability and order in one’s position’ (p. 339) and  S h ou ra  and  S ingh  
(1999) m ea su re in  engineers  ‘Do you think you are secure in your job ?’ (p. 47).
Th e ‘N u m b er o f days  An n u a l Lea ve’ (q l4 k ) w a s  the n ext item  to loa d  w ith  sa fety 
need s  w ith  .47786. Th is  item  can  b e cons idered  to m ea su re the a m ou n t o f 
p red icta b ility and  order th a t the w ork  role can  offer, b u t a lso a  sense o f fa irness  
and  s ta b ility in em ploym en t term s  and condition s . W h en  em ployees  a re aw are o f 
the n u m b er o f days  annu a l leave th ey a re entitled, th is  ena b les  th eir w ork  and 
h om e life to b e s tru ctu red  and p redictab le, th ereb y con trib u tin g tow a rd s  secu rity 
and  safety. Th e im portance o f the n u m b er o f days  A n n u a l Leave w a s  aga in  h igh  as 
show n  in  C ha rt 5.8 w ith  on ly 0 .6%  of the sam ple ra tin g  th is  as  n ot very im porta n t 
or n ot im porta n t a t all.
Th e fina l item  to load  on th is  fa ctor w a s  ‘G ood Pens ion  S ch em e’ (q l4 j) w ith  
.38518. A lth ou gh  the loa d ing for th is  va ria b le w a s  n ot very h igh , th e s ize o f the 
sa m p le a llow s  the item  to still b e cons idered  s ign ifica n t and it h a s  co- va ried  w ith  
other fina ncia l b ased  item s  in d ica tin g a  rela tionsh ip  b etw een  respon ses . A lthou gh  
the other sa fety n eed  item s  cons ider im m ed ia te sa fety, p en s ion  sch em es  
con trib u te tow a rds  long- term  financia l secu rity for w h en  the w ork in g life is 
com p lete. In  M a s low 's  descrip tion  o f the need  he in clu ded  stab ility, p red icta b ility 
and  to b e sa fe from  harm , w h ich  th is  item  can  b e con s idered  to p rovide in  the 
w orker’s fu tu re. A  pension  schem e w a s  n ot as im p orta n t as the other s a fety n eed  
m easu res , b u t w a s  still ra ted  as very im porta n t b y 61.6%  o f the N H S sam p le. N o
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other p reviou s  exam ina tion s  o f M as low 's  m odel have a ssessed  m otiva tion  for 
pen s ion  schem es , how ever th is  m a y n ot h a ve b een  an a ppropria te line o f 
qu es tion in g for u ndergradu a tes , m a n a gers  or p rofess iona ls , w h ose fu tu res  m a y b e 
m ore secu re. It w a s  va lid  to in clu de th is  qu es tion in g for the low er level a ncilla ry 
s ta ff thou gh  as th ey hold  their im m ed ia te fin a ncia l s ta b ility w ith  su ch  im portance 
it w a s  th ou gh t th eir longer-  term  sta b ility w ou ld  a lso b e relevan t.
A ll the fin a n cia lly-b a sed  va ria b les  th a t h ave loa ded  on  th is  fa ctor a re cons id ered  to 
sh ow  su pport for M a s low 's  descrip tion  o f sa fety n eed s  and  th u s  h a ve m ea su red  
th eir im porta n ce am on gs t the N H S  a ncilla ry staff.
F ac t o r t hre e  -  Se lf -ac tualisat io n  ne ed
Th e th ird  fa ctor resem b les  the grow th  n eed  iden tified  b y M a s low , w h ich  in clu des  
the m a rker va ria b le in clu ded  for th is  need. Th e item s  clu s terin g on  th is  fa ctor can  
b e rega rded  as in d ica tin g the s ta ffs  qu est to fu lfil th em selves  in  th eir w ork  role, to 
b ecom e a ll th ey can  b ecom e and a ctu a lise w h a t th ey are poten tia lly. A lth ou gh  this  
n eed  w a s  fou nd  n ot to b e a  d is tinct sa tis fyin g fa ctor in  these sta ff, th is  resu lt 
w ou ld  su ggest th a t the need  rem ain s  m otiva ting. Th e item s  have a ll loa ded  
n ega tively on  th is  fa ctor su ggesting  th eir im porta n ce is  b elow  average, b u t as Kim  
and  M u eller (1978) recom m ended , th is  h ad  no im pa ct on the va lid ity o f th e factor.
Th e firs t va ria b le to load  on th is  fa ctor w a s  the item  ‘O pportu n ities  for  m u lti­
sk illin g’ (q l4 e ) w ith  - .85144. Th is  item  w a s  p red icted  to eva lu a te the self-  
a ctu a lisa tion  needs  o f the sam p le in  term s  o f the im porta n ce th ey a ss ign  to the 
opportu n ity to develop  them selves . As  w ith  the n ext va ria b le to loa d  on  th is  fa ctor 
-  ‘G ood  tra in in g opportu n ities ’ (q l4 f) w ith  - .82977, b oth  a ppea led  to severa l p a s t 
m ea su res  o f the u ltim ate h u m an  need  in  the w orkp la ce. H a ll and  N ou ga im  (1968) 
u sed  the ca tegory Personal Development to m ea su re self- a ctu a lisa tion  in  “the 
desire to become competent, skilful, and effective in areas w hich are important to 
the individual and w hich are job-related, w ithin broad limits” (p. 18); F ried la n der 
(1963) m ea su red  these need s  in  m a n ageria l and p rofess ion a l s ta ff w ith  T was 
getting training and experience on the job  that were helping my grow th’ (p. 248); 
and  Porter’s (1961) m ea su re ‘the opportunity fo r personal grow th and development’ 
(p .3). For th is  sam ple, m u lti-skillin g and tra in in g opportu n ities  a ppea r to p rovid e
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the scope for this desire to be realised. As shown in C hart 5.9 a h igh proportion of 
the samp le rated su ch growth opportu nities w ith  great importance. 69.8% of the 
ancillary sample considered mu lti-skilling opportu nities as very or qu ite 
important, and more still (81.9%) rated tra in ing opportu nities w ith  such 
importance.
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‘G ood promotional prospects’ (q 141) were next to load on this factor w ith  - .73283 
and was designed as the marker variab le for these needs. Th is item  was selected  
for its closeness to the hypothesised need for self-actu a lisation in  measu ring the 
scope for developing oneself, to achieve self- fu lfilment in  the w ork role and b ecome 
w hat you  are potentially. Some previous examinations o f M aslow 's theory have 
u sed promotion to measu re esteem needs (for example B erl et al (1984) measu red 
sa lesman’s esteem  w ith  ‘I have a good chance fo r promotion’ and Friedlander 
(1963) w ith  ‘I fe lt there was a good chance that I’d be promoted’) others how ever 
have u sed growth and advancement as measures o f self-actu a lisation (Roberts et 
al, 1971 u sed ‘opportunity to grow  professionally’ and ‘opportunity fo r 
advancement’). The growth opportunities that are ava ilab le to ancillary s ta ff have 
all loaded together on this factor and as su ch more closely reflects their self-  
actu alisation than esteem, that for them appear to derive from  recognition  in  the
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w id er organ isa tion . Th e opportu n ity for persona l grow th  and to b ecom e a ll one can 
b ecom e th rou gh  prom otion  is  fa irly im porta n t to the s ta ff as 66 .2%  ra ted  good  
p rom otion a l p rospects  as im porta n t or very im portan t, desp ite the opportu n ity 
b ein g lim ited  as expressed  in  need  sa tis faction .
‘Job  V a riety’ (q l4 s ) w a s  the n ext item  to load  on th is  va ria b le w ith  - .46348 and 
w a s  expected  to m easu re th is  n eed ’s im portance. Th is  a spect o f the w ork  role 
a ppea led  to H a ll and N ou ga im ’s s elf- a ctu a lisa tion  m ea su re o f Stimulation w h ich  
addressed  “the need for activity w hich stimulates curiosity and induces excitement 
The need fo r interesting work, fo r unique and varied experiences” (1968, p. 18). 
V a riety w ith in  a  w ork  role often  su pplies  the opportu n ity for n ew  and  stim u la ting 
experiences , w h ich  p rovide scope for p eop le’s ta len ts  and  skills  to b e rea lised  
th rou gh  w id en in g opportu n ities  and  a llow in g self- a ctu a lisa tion  in  the w ork  role. 
Th is  w a s  a lso cons idered  either im porta n t or very im p orta n t to the m a jority o f 
N H S  an cilla ry s ta ff (79.4% ) w h ich  su ggests  m otiva tion  for skill developm en t.
Th e fina l item  to load  on th is  fa ctor w a s  ‘O vertim e op p ortu n ities ’ (q l4 g ) w ith  - 
.41095. Th is  w a s  in itia lly p red icted  to m easu re M as low 's  sa fety n eed s  du e to the 
add itiona l fin ances  w h ich  w ork in g extra  h ou rs  provide, and  in  con trib u tin g to 
su b sequ en t fina ncia l secu rity. Th e clu s terin g o f th is  item  w ith  other 
developm en ta l item s  w a s  therefore som ew ha t u nexpected . Ra th er th a n  a ddress in g 
sa fety n eeds  as predicted , th is  resu lt w ou ld  su ggest th a t overtim e opportu n ities  
in s tead  dem on s tra te the im portance o f the grow th  need. Perh a ps  overtim e 
p rovides  the chance for develop in g in  the w ork  role, ta k in g on n ew  skills  and 
respon s ib ilities  and  m ovin g tow ards  b ecom in g self- a ctu a lised . Th e im porta n ce o f 
these chances  w a s  m ed iocre w ith  61 .7%  o f s ta ff ra tin g these as im p orta n t or very 
im porta n t as show n  in  C ha rt 5.9. A ll the item s  th a t ha ve loa ded  on th is  fa ctor 
rela te to the developm en t o f the ind ividu a l in  the w ork  role and  the im porta nce 
th a t th ey ass ign  to th is  grow th . A lthou gh  the u ltim a te n eed  for self- a ctu a lisa tion  
w a s  n ot fou nd  in  need  sa tis faction , the fa ct th a t it h a s  b een  fou n d  for n eed  
im porta nce w ou ld  su ggest th a t the need  is  in  fa ct a  sou rce o f m otiva tion . Perhaps  
the n eed  for grow th  and developm en t exis ts  in  the s ta ff b u t it is  n ot m et in  the 
w orkp lace, p oss ib ly b ecau se o f an inadequ ate en viron m en t crea ted  b y 
m a n a gem en t style or it is  in s tead  m et ou ts ide the w ork  role. Fu rth er in ves tiga tion  
is  n eeded  to con firm  th is  in  pu b lic sector an cilla ry w orkers .
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Facto r four -  Lov e  and Belongingness need
The loading pattern displayed for Factor 4 is in  close correspondence w ith  
M aslow 's love and belongingness need classification. Selected as the marker 
va riab le for this need, ‘G ood relationship w ith  co-workers’ (q l4c) was the item  to 
load highest on this factor w ith  .77580. B ecause co-worker relations provide the 
opportu nity for a ffectionate relationships and b eing accepted b y and a ffiliated w ith  
others, this was an exemplar item  to convey M aslow 's  love and b elongingness 
needs. B y load ing in  this way, the item  helps to va lida te the factor and the other 
items associated w ith  it as measures o f love and b elongingness needs. Previous 
measu res o f M aslow ’s h ierarchy and this particu lar need have addressed “the 
opportunity to develop close friendships” (Porter, 1961, p. 3); ‘the working 
relationships I had w ith my co-workers at my level was very good’ (Friedlander, 
1963, p. 248); ‘Do you have friends in the work place?’ (Shou ra and S ingh, 1999, 
p. 47) and “concern over establishing, maintaining, or restoring a positive affective 
relationship with another person or group in the work situation” (H all and  Nougaim, 
1968, p. 18), w hich  a lso reflect the items loading on this factor. C hart 5.10 
illu strates the huge importance to these s ta ff o f having good co-w orker relations, 
and thus the importance o f love and b elongingness needs. 73.5% o f the NH S  
sample rated this featu re o f the workplace as ve iy important and a  fu rther 24.2% 
as important.
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Th e n ext item  to loa d  on th is  fa ctor w a s  ‘F rien d ly a tm osph ere’ (q l4 m ) w ith  .74334. 
Aga in  th is  w a s  origin a lly expected  to a  m ea su re the im portance o f M a s low 's  love 
and  b elon gin gn ess  n eed  in  its  appea l to s im ila r p a s t m ea su res  (as ou tlined  above). 
A  fr ien d ly a tm osphere is  considered  to p rovide the environ m en t for love and 
a ffectiona te rela tions  to form  in  the w orkp lace, and  is  a lso an  in d ica tion  o f su ch  
rela tionsh ip s . Th e N H S  s ta ff held  th is  w ith  s ligh tly h igh er  im porta n ce th a n  good  
co-w orker rela tions  w ith  77 .1%  ra tin g th is  as very im porta n t. N one o f th e sa m p le 
ra ted  th is  as u n im porta n t w h ich  dem on s tra tes  th e n ecess ity for th e love and 
b elon gin gn ess  n eed  to them .
Th e n ext item  to loa d  on th is  fa ctor w a s  ‘Pride in  S ervice’ (q l4 d ) w ith  .50361. Th is  
item  w a s  n ot origin a lly pred icted  to m ea su re the im porta n ce o f th is  p a rticu la r 
need , b u t ra th er M as low 's  es teem  need  cla ss ifica tion  in  the resp ect and  d ign ity 
one a ssocia tes  w ith  perform in g a  ta sk  w ell. W ith  a  s ign ifica n t loa d in g th is  resu lt 
w ou ld  su ggest th a t p ride in  service rep resen ts  the in d ividu a l in  rela tion  to their 
co-w orkers  and  the tea m ’s p ride in  d eliverin g  the service. H osp ita l a n cilla ry s ta ff 
gen era lly w ork  in  sm all teams, eith er in  term s  o f sh ifts , w a rd s  or specia lisa tion , so 
th is  item  is  cons idered  to reflect the im porta nce o f a  sense o f b elon gin gn ess  th a t 
the in d ividu a l ha s  in  the team  and b ein g a ffilia ted  w ith  or a ccepted  b y oth ers  or 
w h a t is  n ecessa ry to a ch ieve this . Tea m  b a sed  w ork in g p ractices  a llow  close co ­
w orker rela tion sh ips  to b e es ta b lished , and w h en  one w orker feels  p rou d  o f the job  
th ey h ave perform ed  it im pacts  u pon  the team  and the other w orkers  th a t 
com prise the team . S hou ra  and S in gh ’s (1999) p reviou s  in ves tiga tion  o f M as low 's  
m odel in  engineers  a ssessed  their love and b elon gin gn ess  needs  w ith  ‘do you fee l a 
sense o f identity derived from working fo r the agency?’. Perhaps  th is  rela tes  to the 
sense o f p ride th a t th ey have in  their pos ition  and  perform a nce, w h ich  th en  help s  
va lida te p ride as a  m easu re o f these needs . Th e im porta n ce a ss ign ed  to th is  item  
is  close to th a t given  to co-w orker rela tions  and  a  frien d ly a tm osphere, w ith  72 .2%  
o f s ta ff ra tin g th is  as very im portant.
Th e la s t item  to loa d  on th is  fa ctor w a s  ‘G ood  m a n a gem en t s tyle’ (q l4 i) w ith  
.39349 and  as w ith  Pride in  Service, th is  item  w a s  n ot p red icted  to m ea su re o f 
M as low 's  love and b elongingness  need. In s tead  it w a s  expected  to m ea su re es teem  
needs  du e to the con tact th is  en ta ils  w ith  su periors  and  th u s  the a n cilla ry s ta ffs  
opportu n ity for recogn ition , respect and apprecia tion . B eca u se the loa d in g  is
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s ign ifican t, it w ou ld  ra th er ind ica te tha t the im portance o f love and  b elongin gness  
n eed s  a re b ein g  m ea su red  b y m a n a gem en t style. Perhaps  th is  resu lt has 
im plica tion s  for the pa rticu la r style o f m a n a gem en t th a t the N H S  a ncilla ry s ta ff 
feel is  im portant, one th a t a llow s  a  sense o f b elon gin g and  a ffilia tion  w ith  the 
service th a t th ey provide. A ga in  one o f S hou ra  and  S in gh ’s (1999) m easu res  o f 
m otiva tion  in  engin eers  closely reflects  th is  resu lt, w ith  th eir love and 
b elon gin gn ess  need  m easu re 'does your supervisor provide and fos ter a sense o f 
belongingness to the employees?’ (p. 47) and  the m ea su res  u sed  b y Fried la nder 
(1963) for m an a geria l and  p rofess iona l s ta ff ‘the w orking relationship I  had w ith 
my supervisor was very good ’ and 7 was working under a supervisor who really 
knew his job ’ (p. 248). Th is  im p lies  tha t style o f m a n a gem en t a nd  th is  resu lt is  a  
va lid  m easu re o f these needs  in  the a n cilla ry sta ff. Th is  w a s  very im porta n t to the 
an cilla ry s ta ff w ith  the m a jority o f the sam ple (64.9% ) ra tin g th is  as  very 
im porta n t. S ince the m a rker va ria b le loaded  as expected  on  th is  fa ctor a longs ide 
others  th a t a ppea l to M as low 's  n eed  descrip tions, th ere is s trong su pport th a t th is  
fa ctor m easu res  the im portance o f the love and b elon gin gn ess  needs .
F ac t o r six  -  Inst i tut io nal safe t y  ne ed
Th e on ly item  to load  on the fifth  fa ctor in  the inves tiga tion  o f n eed  im porta nce to 
the N H S  a ncilla ry s ta ff w a s  TJnion rep resen ta tion ’ (q l4 t). A lth ou gh  there is 
concern  over the va lid ity o f m ea su rin g a  need  w ith  on ly one item , th e loa d in g ha s  
h igh  s ign ificance for the size o f sam ple u n d er review  (- .60722). Th is  item  w a s  
expected  to m easu re the person a l im porta nce a ttached  to th a t ga th ered  b y the TU  
rela ted  n eed  sa tis fa ction  qu estions  ( q l l  &  41). Th e n eed  sa tis fa ction  qu estion s  o f 
th is  n a tu re w ere fou nd  to clu s ter u pon  a  fa ctor d is tin ct from  M a s low 's  n eed  
cla ss ifica tion s  th a t w a s  la b elled  in s titu tiona l sa fety n eeds  ra th er than  person a l 
s a fety needs . Th e im portance o f su ch  rela tion s  ca n  a lso b e con s idered  to m ea su re 
the w orker’s m otiva tion  for sa fety needs  w ith in  the w id er in s titu tion . TU s  u se a  
collectivis t approach  to m a in ta in in g and im provin g th e term s  and  cond ition s  o f 
em p loym en t experienced  b y its  m em b ers , and  so can  b e rega rded  as m ea su rin g 
their n eed  for cons is tency, fa irness  and p red icta b ility in  the w orkp la ce. A s  show n  
in  need  sa tis faction , TU  rela ted  item s have clu stered  a w a y from  oth er s a fety n eed  
item s  su ch  as ra te o f pay, pens ion  schem e and  job  s ecu rity and so w ou ld  once 
aga in  su pport it a s a  d is tin ct type o f s a fety need.
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W ith  only one item  however, the reliab ility o f the factor is qu estionab le. The 
argu ment pu t forward for continu ing w ith  this factor is Kaiser’s criterion. The 
SPSS  (S tatistical Package for the Socia l Sciences) package u sed for factor ana lysis 
employs Kaiser’s criterion to prevent the inclu sion o f items loading that expla in  
variance less than a single variab le (B iyman and C ramer, 1990, p. 259). Factors 
expla in ing less variance than a single variab le w ou ld  therefore b e exclu ded, bu t 
this one remains and so mu st expla in the variance o f more than a single variab le. 
The importance of U nion representation is shown in C hart 5.11. Th e N H S  s ta ff 
considered TU  representation and their su b sequ ent institu tional sa fety w ith 
mediu m importance. 65.1% of the ancillary s ta ff rated this as important or very 
important, show ing the item to be one o f the least important to the staff. O n ly the 
esteem  need item  ‘C ontact w ith  D octors’ and the self-actua lisation need item  of 
‘O vertime opportu nities ’ were rated w ith less importance. Low  importance how ever 
shou ld indicate h igh satisfaction.
The importance o f all the needs were in itia lly measu red separa tely from  need 
satisfaction to redu ce the in fluence that close questioning proxim ity cou ld have on 
responses. In  measu ring the importance of needs, the process o f motivation 
describ ed b y M aslow  can also be considered and forms Research Q u estion II o f 
this investigation. B u t the inclu sion of this questioning at this stage o f the stu dy
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w here Resea rch  Q u estion  I (rega rd ing n eed  cla ss ifica tion ) is  b ein g  tested , is one of 
relia b ility testing . Th e needs  fou nd in  the fa ctor a n a lys is  o f n eed  im porta nce ca n  
b e cons idered  to con trib u te to the tes tin g o f n eed  cla ss ifica tions  in  recon firm in g 
those fou n d  in  need  sa tis faction.
Sum m ary
To su m m aris e the analysis , five n eed s  w ere fou nd  to m easu re the n eed  im porta nce 
o f N H S  a n cilla ry s ta ff com pared  to s ix show n  for n eed  sa tis fa ction . Fou r o f the five 
need  im porta n t fa ctors  w ere in  close correspondence to those id en tified  b y M a s low  
in h is  th eory o f hu m an  m otiva tion . Th ese w ere:
❖  S a fe ty  -  Similar items to those measuring safety need satisfaction w ere found in 
the separate analysis o f need importance. Items relating to financial security, 
both long and short-term, are considered to provide a stable, consistent and 
predictable world, w hich is how Maslow  described the need. Rate o f pay, job  
security and a good pension scheme w ill ensure an immediate and longer term 
sense o f stability to provide financial means that in western civilisation can 
provide shelter and protection from harm.
❖  L o ve  a n d  b elon g in gn es s  -  Relationships w ith others in the w orkplace 
measured the need for love, caring, affiliation and affection in the ancillary  
workers. Items relating to relations w ith immediate co-workers, belonging to and 
creating an atmosphere o f teamwork measured both the importance o f and 
satisfaction w ith this need.
❖  E s teem  -  Items measuring the importance o f this need related to contact w ith 
others in the organisation, particularly those that can influence the w ork role. As  
also shown in need satisfaction, items measuring supervisory and management 
contact could influence the need for achievement, recognition, appreciation and 
independence that ancillary workers experience. Contact w ith customers, 
including nurses, doctors and particularly patients can contribute to feelings o f 
self-w orth and adequacy o f being useful to the world, complying w ith Maslow 's  
descriptions o f the esteem need.
❖  S elf- a ctu a lis a tion  -  The importance o f development opportunities were 
measured in this need. Opportunities for training, multi-skilling, variety in 
acquired skills and promotion, all allow the w orker to develop themselves and 
grow  in their work role w hich is close to the description o f self-actualisation 
given by Maslow  and previous applications o f the need in the w orkplace (Porter,
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1961; M itchell and Moudgill, 1976; Hall and Nougaim, 1968). Only the 
importance o f the need was found since self-actualisation satisfaction was not 
uncovered. This result gives early indication that self-actualisation is a source o f 
motivation, as the w orker’s strive fo r its satisfaction, but further investigation is 
required (see Chapter 11 where Research Question II is considered). Specific 
grow th need items included in the need satisfaction analysis instead appealed 
to staff’s need fo r esteem.
Th e fifth  n eed  m ea su red  in  need  im portance w a s  a lso fou nd  in  the need  
sa tis fa ction  o f th is  sa m p le o f pu b lic sector a n cilla ry sta ff, b u t w a s  d is tin ct from  
M a s low ’s cla ss ifica tion  o f h u m an  m otiva tion .
❖  In s titu tio n a l s a fe ty  - The importance o f TU  membership measured the
w orker’s safety needs w ithin the public sector institution. Items relating to this 
collectivist representation also loaded separately from  other need satisfaction 
items and particularly distinct from those relating to safety motivation. The 
results’ consistency lends reliability to the identification o f a new  need in the 
organisational setting for these staff. Further investigation w ill be needed 
how ever to improve the reliability and validity o f the need, and is presented in 
Chapter 7.
O nce aga in  the low es t need  iden tified  in  hu m an  m otiva tion  b y M a s low  w a s  n ot 
fou nd, su pportin g the a rgu m en t th a t ph ys iologica l need s  are ina ppropria te to 
m otiva tion  in  the w orkp la ce. A lthou gh  som e item s  cou ld  h a ve a ppea led  to th is  
need  th ey have ra th er  m easu red  sa fety m otiva tion , w h ich  im p lies  th a t the n eed  for 
hu nger, th irs t and  shelter are ob solete in  the w orkp la ce. M otiva tion  to s tab ilis e or 
im prove these b a s ic needs  can b e rega rded  as the low es t sou rce o f m otiva tion  for 
em ployees .
Th e con firm a tion  o f th ree o f M a s low ’s h u m an  n eed  cla ss ifica tion s  in  sa tis fa ction  
and  im porta nce im proves  the relia b ility o f the resu lts  in  ch a ra cteris in g  N H S  
a ncilla ry s ta ffs  m otiva tion . Th is  a lso lends  su pport to Resea rch  Q u estion  I 
rega rd in g the fit o f M as low 's  cla ss ifica tions  o f hu m a n  need s  to these w orkers .
Th ree o f th e five need s  iden tified  b y M a s low  have b een  con firmed,, and  the grow th  
n eed  ha s b een  iden tified  as a  sou rce o f m otiva tion . Th e con firm a tion  o f the n ew  
n eed  for in s titu tiona l sa fety in  b oth  sa tis fa ction  and  im porta n ce is a lso
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encou raging, b u t requ ires  fu rth er in ves tiga tion  in  m ore sam p les  w h ich  is reported  
in  C h a pter 7 and  9.
In  order to va lida te the su pport show n  for fou r o f M a s low ’s n eed  cla ss ifica tions  
(Resea rch  Q u estion  I) and to s tu dy the n ew  in s titu tion a l sa fety n eed  fu rther, the 
n ext s tage o f the resea rch  w a s  to perform  qu a lita tive in ves tiga tions . Th e N H S  
m a nagers  su pported  resea rch  in  u n ders ta n d in g the su b jective in terp reta tion s  tha t 
the an cilla ry s ta ff had  o f va riou s  a spects  o f their  w ork  m otiva tion , and  follow in g 
the recom m en da tion  o f th e au thor, a llow ed  a  p h en om en ologica l a pp roach  to b e 
ta ken . C hapter 6 reports  the ju s tifica tion  for a dop tin g a  p lu ra lis t m ethodology, the 
p rocedu re and  the resu lts  fou nd  to a ssess th e app rop ria ten ess  o f the item s 
in clu ded  to m ea su re M as low 's  n eed  cla ss ifica tions .
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A  p lu ra lis tic ep is tem ology ha s  b een  adopted  in  th is  in ves tiga tion  w ith  the 
collection  o f b oth  ob jective kn ow ledge and  su b jective know ledge. Th e su b jective 
view s  and  op in ion s  o f the N H S  an cilla ry s ta ff th a t w ere ga thered  in  an  ob jective 
w a y u s in g the qu estionna ire w ere va lida ted  b y then  collectin g firs t h a n d  
experiences  o f w ork  m otiva tion  from  a  m u ch  sm aller sam ple o f sta ff. Th is  chapter 
deta ils  the b a s is  for in clu d ing a  qu a lita tive m ethodology, its  p erceived  b en efits  and 
the p rocedu re u n derta ken  to tes t Resea rch  Q u estion  I.
The levels  o f sa tis fa ction  and  im portance a ss igned  b y the an cilla ry s ta ff to va riou s  
a spects  o f th eir w ork  role w ere reported  b a ck  to the N H S  m a n a gers  spon sorin g  the 
resea rch  in  the form  o f a  report and  p resen ta tion . From  the fin d in gs  and  report 
recom m enda tion s , the m anagers  w ere then  in teres ted  in  u n d ers ta n d in g w h a t 
m otiva ted  som e s ta ff m ore than  others , w h y th is  h a ppen ed  and h ow  th is  cou ld  be 
b u ilt u pon  in  the w ork  setting. Th e au thor p roposed  a  ph en om en ologica l approach  
to u n cover fu rther view s, op in ions  and ideas  from  the an cilla ry s ta ff a b ou t their  
m otiva tion , w h ich  the clien ts  chose to sponsor. Th is  a pp roa ch  w ou ld  a llow  firs t 
h and  su b jective da ta  to be ga thered  from  the a n cilla ry s ta ff in  an a ltern a tive yet 
com plem en ta ry w a y to the qu estionna ire and p rovide the opportu n ity for va lu a b le 
and  in teres tin g a rea s  to b e p rob ed  as th ey arose.
Th e m a in  focu s  o f th is  s tage for the N H S  m a na gers  therefore w a s  to u n ders ta n d  
the p ra ctica l differences  in  the a ncilla ry s ta ffs  m otiva tion , and  th ese resu lts  w ere 
a ga in  fed  b a ck  to th em  in  the form  of a  report (Sm ith  and  C lark, 1999) and  
p resen ta tion  (Append ix 1). Th e in clu s ion  o f th is  s ta ge h ow ever w a s  a lso b en eficia l 
to the cu rren t inves tiga tion  o f M as low 's  m odel as  it p rovided  the op p ortu n ity to 
va lida te the lines  o f qu estion ing u sed  in  the qu es tion n a ire and  con sequ en tly the 
sou rces  o f m otiva tion  u ncovered  in  the p reviou s  stage.
A s  p reviou s ly d is cu ssed  in  C hapters  2 and 4, the h u m a n is tic a pp roa ch  in  
p sych ology w ou ld  em pha s ise m ore phen om en ologica l m eth od s  to ca p tu re the 
experiences  and in terpreta tions  o f the individu a l. Th ese app roa ch es  a ttem p t to
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u n ders ta n d  and  in terp ret feelings  and  action s  th rou gh  reflection s  and  th ou gh t 
p rocesses  and  so requ ire the su b jective in volvem en t o f th e in d ividu a l and 
resea rcher . It is  va lu a b le for th is  a pp roach  to b e sponsored  a t a ll w ith in  the 
in ves tiga tion  con s iderin g the p reference o f the key s takehold ers  for ob jective, 
exp licit, relia b le and  com parab le kn ow ledge for u se w ith in  the Foru m . B u t since 
the N H S  FM  m a nagers  w ere encou raged  to u n ders ta n d  their  s ta ffs  m otiva tion  
fu rther, it p rovided  the opportu n ity to recom m en d  an  a ltern a tive a pproach  to tha t 
a lrea dy u sed  and  one tha t w ou ld  p rovide com plem en ta ry da ta  to th a t p reviou s ly 
ga thered .
Idea lly, a  phen om en ologica l approach  w ou ld  have b een  adopted  a t the b egin n in g 
o f the inves tiga tion  to concep tu a lise the n a tu re o f the a n cilla ry s ta ffs  m otiva tion  
a ccord in g to the ind ivid u a ls  them selves , and  a ss is t w ith  th e d evelopm en t o f va lid  
m ea su res  for u se in  the qu estionna ire. H ow ever the resea rch  spon sors  firs t 
w a n ted  to b e ab le to com pare the m otiva tion  o f a  la rge p roportion  o f th eir s ta ff 
w ith  others  in  a  form  th a t th ey va lu ed  and u n ders tood  (ob jective know ledge). Th is  
firs t s tage had  to b e m et b efore th ey w ere ab le to ju s tify spon sorin g a n y fu rth er 
w ork  in  the area , and it w a s  im porta n t to m eet th eir need s  in  th e p ra ctica l field  to 
be ab le to secu re a  sam p le for a ll s ta ges  o f the research '. It w a s  poss ib le to 
con fiden tly opera tiona lise the needs  for the qu estionna ire u s in g M as low 's  
descrip tions , p reviou s  stu d ies  and  the kn ow ledge o f th e N H S  FM  m anagers , so 
th is  p reference o f the clien ts  did n ot pa rticu la rly h in d er the resea rch .
For th is  second  pa rt o f the inves tiga tion , the N H S  FM  m a n a gers  gu a ra n teed  
access  to grou ps  o f their s ta ff and  relea sed  th em  from  th eir  d u ties  to p a rticipa te in 
the resea rch , w h ich  w a s  an im porta n t elem en t to m a in ta in  since th is  w ou ld  
encou rage m ore rep resen ta tive resu lts . Th e sponsors  a ga in  w a n ted  an  a pp lied  
u n d ers ta n d in g o f their s ta ffs  m otiva tion  to the w orkp la ce settin g for it to b e o f 
grea tes t b enefit, so add itiona l a reas  had  to b e con s idered  in  th e resea rch  p rocess . 
H ow ever, there w a s  su fficien t scope in  the qu a lita tive resea rch  to va lid a te the 
na tu re and  find ings  o f the resea rch ’s m ain  da ta  ga th erin g in s tru m en t a s  w ell as  
cons ider th eoretica l im plica tion s .
Th ere a re a  nu m b er o f qu a lita tive m ethodolog ies  th a t cou ld  have b een  em ployed  
for th is  s tage o f the research , a lthou gh  som e w ere m ore a ppropria te th a n  oth ers  
given  the tim e, financia l and  clien t cons tra in ts  o f u n d erta k in g a  s pon sored  p iece 
o f resea rch . Th e m ean ings , concep ts , defin itions  and  sym b ols  th a t the a n cilla ry 
s ta ff a tta ched  to va riou s  a spects  o f their w ork  role cou ld  have b een  s tu d ied  u s in g
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m eth od s  su ch  as ob serva tion  or one- to-one s tru ctu red  or u n s tru ctu red  in terviews . 
A lth ou gh  these a lterna tives  have b een  cons idered  (Append ix 11) each  has 
dra w b a cks  du e to the n a tu re o f th is  in ves tiga tion  and  so elim in a ted  th em  from  
selection .
Th e in terview  m ethod  w a s  m os t condu cive w ith  the need s  o f the resea rch  sponsors  
as w ell as p rovid in g the scope for va lida tin g the m otiva tion  o f a n cilla ry sta ff. The 
p os itivis tic p referen ce o f b oth  the clien ts  and  to som e exten t the resea rch er ha s 
u n qu es tion a b ly in flu enced  the qu a lita tive m eth odology ch osen  for th is  stage o f the 
resea rch . Th e com para tive form a t th a t in terview s  a llow  on su b jective op in ions , 
th ou gh ts  and  ideas  m et the p reference o f the key s ta keh olders  for com parab le 
data , evidenced  th rou gh  th eir grea ter  n ecess ity for a  qu estionna ire. H ow ever one-  
to-one in terview in g cou ld  n ot fu lfil the fu rth er p os itivis tic p referen ce for a  large 
sam ple th a t w ou ld  help  im prove the relia b ility a nd  gen era lis a b ility o f the findings, 
s ince there w a s  insu fficien t fu n d in g to in terview  m a n y a n cilla ry s ta ff a t m a ny 
Tru s ts  on an  in d ividu a l b as is . In terview in g  m ore th a n  one m em b er o f s ta ff a t once 
a t a  Tru s t w ou ld  overcom e th is  issu e, so the focu s  grou p  m eth od ology w a s  
cons idered  the m os t appropria te approach  to recom m en d  to the sponsors . Th is  
w a s  su b sequ en tly su pported  and selected  for the second  sta ge o f the resea rch .
Method
In  1999 m em b ers  o f the N H S  FM  Resea rch  Foru m  sponsored  a  series  o f focu s  
grou ps  w ith  their a n cilla ry s ta ff a t the recom m en da tion  o f the au thor.
Th is  m eth od  ha s  b een  describ ed  as
“a carefully planned discussion designed to obtain perceptions on 
a defined area o f interest in a permissive, nonthreatening 
environment” (Kru eger, 1994, p .6)
and  for th is  p a rt o f the resea rch  the defined  a rea  o f in teres t w a s  w ork  m otiva tion  
and  the percep tions  o f N H S  a ncilla ry s ta ff on  th is  is su e w ere ga th ered . Th e 
techn iqu e ha s  m a n y advantages  in  m eetin g the need s  o f th e in ves tiga tion  and 
those o f the clien ts  and so w as  chosen  for severa l rea sons .
Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's theory o f  mot ivat ion to anci l lary st a f f
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Firstly, the thou ghts , op in ions  and view s  o f the a n cilla ry s ta ff th a t are ga th ered  
firs t h a n d  from  pa rticipa n ts  in  focu s  grou ps  w ill com plem en t th ose collected  in  a  
qu an tita tive form  u s in g  th e qu estionna ire, s in ce the sam e a reas  a re cons idered  in  
m ore th a n  one w ay. Th e u se o f b oth  m ethod s  a llow s  the sam e resea rch  p rob lem  to 
b e exam ined  in  m ore depth, th ereb y in trodu cin g grea ter con fiden ce in  the 
inves tiga tions . S hou ld  the resu lts  u n covered  a t th is  stage o f the resea rch  
rega rd in g m otiva tion a l con s tru cts  com plem en t those fou nd  in  the qu estionna ire, 
then  va lid ity w ill be added  to the a reas  o f w ork in g life covered  in  th e qu estionna ire 
th a t h a ve n ow  determ ined  each  n eed ’s cha racter, and su b sequ en t su pport for 
severa l o f M as low 's  need  cla ss ifica tion . A n y m a jor sou rce o f m otiva tion  a r is in g 
d u rin g th e focu s  grou ps, th a t ha s  b een  m issed  from  th e qu estionna ire, w ill be 
a dded  for the fin a l da ta  ga th erin g stage o f the in ves tiga tion  w ith  H E  an cilla ry sta ff. 
From  this , qu an tita tive da ta  relia b ility w ill b e estab lished , as w ill th e conclu s ions  
th a t the d a ta  su ggests .
O ften  the u se o f focu s  grou ps  is  recom m ended  a t the b egin n in g o f an 
inves tiga tion , for exam p le
"Focus groups can be used in the early stages o f research as 
exploratory mechanisms to develop lines o f enquiry and generate 
theory fo r research and questionnaire design’’
(M cD ou ga ll, 1999, p. 48).
H ow ever, the m ethod  ha s  a lso b een  recogn ised  as  a  u sefu l tool to u se a fter 
qu an tita tive da ta  ha s  b een  ga thered  to a llow  fu rth er in s igh t in to m ea n in g and 
in terp reta tion  (M organ , 1997; M cD ou ga ll, 1999) w h ich  is  the case for the cu rren t 
in ves tiga tion . B y in volving resea rch  pa rticipan ts  in  exp lorin g  the con cep ts  fu rth er 
the in terp reta tions  ass igned  b y the resea rch er can  a lso b e va lida ted . A n y 
m is in terp reta tion s  iden tified  can  b e rectified  b efore the qu es tion n a ire is  re- ru n  
w ith  a  fu rth er sam p le o f pu b lic sector an cilla ry s ta ff to es ta b lish  relia b ility.
Sample
Th e pa rticipa n ts  for th is  a spect o f the resea rch  w ere once aga in  selected  from  the 
N H S  Tru s ts  th a t com prise FM G C ’s N H S  Foru m . Focu s  grou p s  w ere con du cted  
w ith  grou ps  o f a ncilla ry s ta ff across  five N H S  Tru s ts  o f th e th irty th a t com prise the
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Foru m  (16.6% ). Th e Tru s ts  in vited  to pa rticipa te in  th is  stage o f the resea rch  w ere 
selected  a ccord in g the level o f m otiva tion  u n covered  in  the qu estion n a ire stage. 
Th ose d isp la yin g  h igh  and low  levels  o f w ork  m otiva tion  w ere a pp roa ch ed  to a llow  
m ore scope for u n coverin g w ork  m otiva tors  and  de-m otiva tors . Th is  w a s  an 
a dvan tage o f u s in g  the qu a lita tive m eth odology a fter the qu estion n a ire even  
thou gh  the approach  w a s  n ot ideal.
Kru eger (1994) describ ed  focu s  grou p sam ples  as b ein g
“characterised by homogeneity but w ith sufficient variation among 
participants to allow  fo r contrasting opinions. Most commonly, 
homogeneity is sought in terms o f occupation, past use o f a 
programme or service, educational level, age, gender, education or 
family  characteristics” (p. 77).
For th is  resea rch , occu pa tion  w a s  the sou rce o f the grou p s ’ h om ogeneity. Th e type 
o f w ork  roles  rep resen ted  in  the focu s  grou ps  w ere the tra d ition a l a n cilla ry roles  o f 
ca tering, dom estic and portering s ta ff as w ell as th ose w h o occu p ied  n ew  
m u ltiskilled  an cilla ry roles  tha t com b ined  these sk ills  su ch  as w a rd  a s s is ta n ts  and 
w a rd  hostesses .
Th e gender o f those com pris ing the sam ples  shou ld  a lso b e con s idered  w h en  
selectin g focu s  grou p pa rticipan ts . Kru eger (1994) su ggested  th a t
“at times it is unw ise to mix gender in focus groups, particularly if the 
topic o f discussion is experienced differently by each sex” (p. 78).
A lth ou gh  th is  w a s  cons idered  in  the sam ples  selected , m ixed - sex focu s  grou ps  
w ere a rranged . Th e a im  o f th is  s tage o f the resea rch  w a s  to collect in form a tion  on 
th e experiences  o f N H S  a ncilla ry s ta ff rega rd less  o f th eir gender. Q u estions  rela ted  
to their  w ork  roles  in  their p a rticu la r in du s try so the im pa ct o f gen der on the 
n a tu re o f these roles  w a s  considered  less  relevan t. Th e p ra ctica lity o f a rra n gin g 
s in gle- sex grou p in terview s  w ith  each  grou p o f a n cilla ry s ta ff a lso h a d  to be 
cons idered . For exam ple it w ou ld  b e d ifficu lt to h a ve a  relia b le focu s  grou p  w ith  
on ly fem a le porters  since th is  tends  to b e a  m ale dom in a ted  p rofess ion  in  N H S  
Tru s ts , and  likew ise w ith  m ale dom estics . So, for p ra ctica l reasons , the focu s  
grou ps  w ere a rranged  w ith  m a le and fem ale s ta ff a ccord in g to th eir w ork  grou ps .
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It is  cons idered  u n likely th a t su ch  a  com pos ition  w ou ld  have a  detrim en ta l effect 
on the view s  expressed , s ince a ll o f the s ta ff a re exposed  to the sa m e sou rces of 
m otiva tion  w h ich  is th e focu s  o f the d iscu ss ion .
Th e n u m b er in vited  to pa rticipa te in  the focu s  grou p s  w a s  b a sed  on  th a t 
su ggested  b y C ote-Arsena u lt &  M orrison -B eedy (1999). Th ey a rgu ed  th a t the
I
 “suggested size o f effective focus groups is 6 to 12 participants”
(p. 281).
Th e m in im u m  n u m b er o f pa rticipan ts  su ggested  w a s  requ es ted  to Tru s ts . Th e 
m ain  reasons  for th is  w ere the p ra ctica b ility for a  novice fa cilita tor in  con trollin g 
the in terview ; en su rin g pa rticipan ts  felt com fortab le in  sh a rin g  th eir th ou gh ts  and 
ideas ; and  the likelihood  o f a ch ievin g a  grea ter sam p le s ize o f s ta ff p erform in g sh ift 
w ork.
A s  w ith  the p reviou s  stages  o f the research , the con ta ct p oin t a t the Tru s t w a s  
a pproached  and  requ ested  to invite s ix or seven  o f th e a ppropria te s ta ff to 
pa rticip a te in  the resea rch . A lth ou gh  Tru s ts  w ere th em selves  self- selectors  as 
m em b ers  o f the Foru m , the resea rch er invited  specific Tru s ts  to ra n d om ly select 
a ncilla ry p a rticipa n ts  for the focu s  grou ps  and so a void ed  a n y resea rch er b ia s  in 
the sam ples  selected. Th e Tru s ts  as sponsors  of, and  self- selectors  to pa rticip a te 
in, the resea rch  w ere a lso m ore likely to com ply w ith  the requ es t to occu py som e 
o f th eir s ta ffs  w ork  tim e for the focu s  grou p to be u n d erta ken  and  so m os t 
im porta n tly secu red  a  sam p le for th is  va lida tion  stage.
M anagers  w ere recom m ended  to ga ther volu n teers  for the focu s  grou p, som e 
a dvertis ed  th is  on  noticeb oa rds  others  chose an cilla ry s ta ff w h o w ere ava ilab le.
Th e sa m p le th rou gh  th is  p rocess  w ere aga in  self- selectors , b u t th eir w illin gn ess  
and  ava ila b ility to d iscu ss  the a rea  w a s  cons id ered  o f p a ra m ou n t im portance. 
M cD ou ga ll (1999) fou nd  a  w ea kn ess  o f focu s  grou p s  in  sa m p le selection , in  th a t 
there
“could be a possibility that selection o f the group could be based on 
suitability rather than representativeness, w hich w ould affect the 
validity o f the research* (p. 49).
Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anci l lary st a f f
C h a p t e r  6  I  R e se a rc h  Q u e s t i o n  I
P ag e  2 0 1  I  Q ua l i t a t iv e  R e su l t s
Evaluat ing  the appl i cabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anci l lary st a f f
Alth ou gh  th is  is  accepted , every effort w a s  m ade to b r ief the con ta ct poin ts  a t the 
Tru s ts  o f the a n cilla ry s ta ff n eeded  and for th em  to seek  volu n teers  or ra n dom ly 
select those ava ila b le and appropria te.
Th e view s  o f 35 pa rticipa n ts  w ere ga thered  u s in g five focu s  grou ps, givin g an 
average o f 7 pa rticipa n ts  p er focu s  grou p. Th e requ es ted  sam p le s ize w a s  n ot m et 
h ow ever b y a ll the focu s  grou ps  condu cted . In  tw o o f the grou ps , on ly 2 
pa rticipa n ts  w ere involved . A t one o f them  low  a tten da n ce w a s  a  resu lt o f the 
na tu re o f the Tru s t (a  sm all C om m u nity) and  the w ork  role requ es ted  (porters ). A  
lim ited  n u m b er o f porters  w ere n ecessa ry for tha t fu n ction  a t th is  pa rticu la r 
Tru s t, and  the n u m b er th a t pa rticipa ted  in  the focu s  grou p  rep resen ted  50%  o f 
th is  type o f s ta ff em ployed . For the second, p oor recru itm en t w a s  du e to an 
overs igh t b y the Tru s t and the resea rcher. C ote-Arsen a u lt and  M orrison -B eedy 
(1999) p roposed  tha t
“it is important to call all participants the day before to confirm 
attendance and determine if they w ill be bringing additional members 
with them9 (p. 281)
b u t th is  w a s  neglected  b y the resea rcher as it w a s  one o f th e ea rly in terview s  
u n derta ken  and  as a  resu lt the pa rticipa tin g Tru s t overlooked  th e sch edu led  focu s  
grou p. Th e sam p le then  had  to be p rodu ced  ou t o f ava ila b ility. Th is  w a s  an 
im porta n t lesson  lea rn t b y the resea rch er for the fu tu re focu s  grou p s  condu cted . 
In  the rem a in in g grou p  in terview s , one cons is ted  o f on ly 4 pa rticip a n ts , and  w a s  
the resu lt o f lim ited  a va ila b ility o f the appropria te sta ff; and  the rem a in in g two 
recru ited  7 pa rticipan ts . Th e sm all size o f som e o f th e sam p les  m a de it d ifficu lt to 
id en tify a  pa ttern  rela tin g  to the h igh  and  low  levels  o f m otiva tion , the b a s is  on 
w h ich  th ey w ere origin a lly chosen . Th e va lida tion  o f the n a tu re o f m otiva tion  in 
the an cilla ry s ta ff h ow ever cou ld  still b e u ndertaken , and  the p roced u re for th is  
s ta ge w ill n ow  b e cons idered .
Procedure
A  fa cilita tor and  m odera tor w ere p resen t a t each  focu s  grou p and  a  tape recorder 
and  field  notes  w ere u sed  to record  the resu lts  o f the focu s  grou ps . Th e m odera tor 
w a s  respons ib le for overseeing  the tap ing o f the sess ion , w h ich  a llow ed  the 
fa cilita tor to concen tra te on condu cting the focu s  grou p  and  givin g fu ll a tten tion
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to the pa rticipan ts . Kru eger (1994) ha s  advoca ted  the u se o f tape recorders  as 
“invaluable fo r focus group interview s9 w ith  w h ich  I agree, as it w ou ld  be 
im pos s ib le to note a ll responses  and  rea ct to them  in  th e qu es tion in g schedu le at 
the sam e tim e. Pa rticipan ts  w ere in form ed  o f the p resen ce o f the tape recorder, 
and  no ob jections  w ere made. Th ey w ere a lso a ssu red  th a t the respon ses  th ey 
gave w ou ld  rem ain  con fiden tia l w h ich  hopefu lly lifted  b a rriers  for s ta ff to discu ss  
th eir feelings  tow a rds  m anagers , su pervisors  and  the w id er orga n isa tion  and  
p a rticu la rly if th ey w ere cu rren tly in volved  in  politica l issu es  su ch  as  a  Tru s t 
m erger or com petitive tendering .
Five focu s  grou ps  w ere condu cted  in  order to ga in  thou ghts , idea s  and  view s  on 
m otiva tion  o f a  represen ta tive n u m b er o f s ta ff and  adhered  to the advice given  
from  previou s  u sers  o f th is  m ethodology. M cD ou ga ll (1999) su ggested  th a t
“the principle is that focus groups should continue to be run until 
a clear pattern emerges and subsequent focus groups repeat 
information” (p. 49).
Issu es  b egan  to b e repea ted  a t th is  n u m b er and so qu a lita tive d a ta  ga th erin g 
ceased. Represen ta tiveness  and  relia b ility w ere im porta n t elem en ts  to m a in ta in  for 
the sponsoring  m anagers  b ecau se o f their p referen ce for  m ore ob jective know ledge 
grou nded  in  the b ackgrou nd  o f the FM  p rofess ion  (su rveying, en gin eerin g and 
p roperty), as w ell as a  cha racteris tic p reference o f the W estern  m a n a ger 
(H annab u ss , 2001). These elem en ts  w ere a lso a ch ieved  w ith in  the tim e and  
fin a n cia l con stra in ts  o f u n derta kin g a  sponsored  p iece o f resea rch , w h ich  w a s  a  
fu rth er b en efit o f u s in g the focu s  grou p m ethodology.
Quest ion Design
Th e qu estions  u sed  for the focu s  grou ps  w ere p ra ctica l and  releva n t to the sam ple. 
Q u estions  th a t d irectly addressed  M a s low 's  th eory o f m otiva tion  w ere considered , 
b u t their lim ited  appropria teness  to the sam ple w a s  likely to a ffect resp on ses  and 
in  the sam e vein  had  been exclu ded  from  the qu estionna ire. Th e d es ign  and  u se o f 
qu estions  in  the m in d set o f the pa rticipan ts , p a rticu la rly a reas  releva n t to the 
w ork  role and opportu n ities  ava ilab le to them , w ere con s idered  m ore a ppropria te 
and  a ssu m ed  to ga in  a  grea ter and m ore va lid  response. A s  recom m en ded  b y
Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's theory o f  mot ivat ion to anci l lary st a f f
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C ote-Arsen a u lt &  M orrison -B eedy (1999) tw elve qu es tion s  w ere a sked  o f the 
pa rticipa n ts  (p. 281) th a t w ere o f cou rse open -en ded  and  des ign ed  w ith  s ligh t 
w ord in g va ria tion  a ccord in g to pa rticipa n t’s m u ltiskilled  ab ilities . For exam p le 
th ose in  tra d itiona l roles  w ere asked:
I
 Would you like to be multiskilled, say as a w ard assistant, as in 
other Trusts?
and  m u ltiskilled  s ta ff w ere asked :
| Do you prefer being multiskilled?
Th e top ic a reas  covered  w ere the sam e for  m u ltisk illed  and  non -m u ltisk illed  s ta ff 
so th ere w a s  equ a l opportu n ity to address  the sam e is su es  and  tes t the 
a ppropria ten ess  o f the qu estionna ire a rea s th a t w ere in clu ded  to m ea su re 
M as low 's  needs . A lon g w ith  the qu estions  w ere p rom pts  for u se b y the facilita tor, 
and  a  copy o f th ose u sed  can b e fou nd in  A p p en d ix 12. Th e qu es tion in g sequ ence 
w en t from  very b roa d  to specific w ith  su m m ing u p  qu estions  to fin ish . Th is  
sequ ence has  b een  recom m ended  b y Kru eger (1994)
1
“ arrange questions in a focussed sequence that seems logical to 
participants -  go from general to specific” (p. 65-69).
B road  a reas  to s ta rt the focu s  grou ps  looked  a t likes  and  d is likes  o f th e job , w h ich  
then  b eca m e m ore specific in clu d in g sa tis fa ction  w ith  job  va riety, m u lti- sk illin g 
opportu n ities , su pervisor and organ isa tiona l rela tions . To end  th e focu s  grou p, 
pa rticipa n ts  w ere a sked  to nam e five or  m ore a spects  o f th eir job  th a t w ere m os t 
im porta n t to th em  w h ich  th ey then  had  to w ork  as a  grou p  to a rra n ge in  their  
order o f im portance. Th is  qu estion  a llow ed  pa rticipa n ts  to in clu de a n y a rea  th a t 
the qu es tion in g or qu estionna ire m a y have m is sed , b u t w a s  a lso in clu ded  to help 
va lida te the n a tu re o f p a rticip a n ts ’ need  im porta nce. Th e qu estions  u sed  in  the 
focu s  grou p s  p rovided  the opportu n ity to exam ine the releva n ce o f p a rticu la r 
a spects  o f the w ork  role to the a ncilla ry staff. Th e in ten s ity or frequ en cy o f 
responses  given , either pos itive or nega tive, su ggests  th a t an a rea  o f the w ork  role 
w a s  an  a ppropria te line o f qu estion in g and w ill help  to va lida te th ose u sed  in  the 
qu estionna ire.
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A  qu es tion in g a gen da  w a s  draw n  u p  for the p a rticip a n ts ’ in form a tion . Th e areas  to 
b e covered  du rin g the focu s  grou p w ere lis ted, la m in a ted  and  then  d is trib u ted  to 
pa rticip a n ts  a t the b egin n in g o f the in terview  (see A p p en d ix 13). Th e ob jective o f 
th is  w a s  to set the pa rticipan ts  a t ease b y in form in g them  o f w h a t to expect over 
the forth com in g h ou r- lon g interview . W ith  the pa rticipa n ts  feelin g rela xed  it w a s  
h oped  th a t m ore in -depth  respon ses  w ou ld  b e p rovided .
Analysis &  Results
Th e fa cilita tor transcrib ed  the focu s  grou ps  u s in g the tape record in gs  (Append ix 
14) and  added  depth  to the responses  w ith  the field  notes  ta ken . Th ere are severa l 
w a ys  to ana lyse the qu a lita tive d a ta  th a t focu s  grou ps  p rodu ce th a t es sen tia lly 
d econ s tru ct the u ttera nces  m ade. O ne approach  is  d is cou rse an a lys is  th a t 
a na lyses  the la ngu age u sed  b y the pa rticipa n ts  and  h ow  the d ifferen t types  o f 
la n gu a ge flow  together, w ith in  the p a rticip a n t’s fra m es  o f reference. A n oth er 
a pp roa ch  is  grou nded  theory, w h ich , u s in g a  p rocess  o f open  cod in g over a  series 
o f stages , exp lores  an origina l resea rch  a rea  to in du ctively develop  a  n ew  theory. 
A lth ou gh  these a lterna tives  have b een  cons idered  (Append ix 15) th ey do n ot fu lfil 
the a im s  o f inclu d in g th is  stage, w h ich  is  to exp lore an cilla ry s ta ffs  sou rces  o f 
m otiva tion  th a t are exp licitly expressed  and  to d edu ctively con trib u te to an 
exis tin g theory.
A  fu rth er approach  to ana lys in g qu a lita tive da ta  is  con ten t ana lys is . W ith  th is  
a pp roa ch  the view s  and op in ion s  ab ou t ph en om en a  verb a lly exp ressed  b y 
in d ividu a ls  are sys tem atica lly com pressed  in to few er con ten t ca tegories  follow in g 
an  exp licit and  strict cod in g ru le. Th is  is  an essen tia lly qu a n tita tive tech n iqu e as 
it is  b a sed  on  a  ta lly o f occu rrences  o f pa rticu la r w ord s , them es , or concep ts , and 
so su its  the pos itivis t p reference o f the resea rch  sponsors  and  to som e exten t the 
resea rcher . U s in g  th is  exp licit in form ation , pa tterns , them es  and  issu es  for 
com parison  can  be iden tified . Som e, m ore phen om en ologica l, resea rch ers  a rgu e 
th a t th is  approach  is  too redu ction is t in na tu re b y d is rega rd in g the con text in  
w h ich  view s  a re expressed  th rou gh  a  s im p le w ord  cou nt. H ow ever others, su ch  as 
B erg (1998) su ggest tha t th is  approach  m erely p rovides  a  m ea ns  o f h a n d lin g da ta  
b y iden tifying, orga n is ing and retrievin g textu a l elem en ts  (p. 225).
Th ere a re tw o types  o f con ten t ana lys is : concep tu a l ana lys is  and  rela tion a l 
ana lys is . Th e form er es tab lishes  the exis tence and  frequ en cy o f concep ts
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rep resen ted  in  w ord s  and ph ra ses  and  the la tter goes  fu rther b y exa m in in g the 
rela tionsh ip  a m on g th e concep ts . For th is  inves tiga tion  th e m os t appropria te 
choice o f con cep t ana lys is  w ou ld  be the concep tu a l approach , given  the 
con firm a tory n a tu re o f th is  stage. Th e ob jective o f qu es tion in g  th e an cilla ry s ta ff 
firs t h and  is  to exp lore their m otiva tion  fu rther and  esta b lish  th e va lid ity o f the 
qu estionna ire u sed  in  the previou s  stage. Th e in teres t is  th erefore in  the types  of 
m otiva tion a l concepts  tha t s ta ff m ake reference to and  th e n u m b er o f tim es  th a t 
th ey appear, as th is  w ill es tab lish  their relia b ility and  p rom inence. Th ere w ou ld  be 
little va lu e therefore in  cons iderin g  the rela tionsh ip  b etw een  the concep ts  u sed  b y 
the s ta ff a t th is  stage, as it w ou ld  n ot add  to the tes tin g o f Resea rch  Q u estion  I. 
Th is  m a y b e u sefu l for exp lorin g Resea rch  Q u estion  II b u t it w ou ld  be d ifficu lt to 
lea rn  and  a pp ly b oth  types  o f con ten t ana lys is  to the d a ta  given  th e resea rch  
cons tra in ts .
An a lys is  o f the view s  o f the a n cilla ry s ta ff a t the five Tru s ts  h ad  to a lso b e in  su ch  
a  form a t from  w h ich  m anagers  a t other Tru s ts  cou ld  lea rn . Th e su b jective 
th ou gh ts  and feelings  tha t the a n cilla ry s ta ff expressed , therefore, w ere b etter to 
b e a na lysed  in  a  pos itivis tic w ay, m eetin g the FM  m a n a gers ’ and  resea rch er’s need  
for relia b ility and  a b ility to genera lise the findings. H ence th ere is  grea ter 
sym pa th y for the qu antita tive da ta  th a t conceptu a l ana lys is  p rodu ces .
Th e cod in g u n its  u sed  in  con ten t ana lys is  can  eith er em erge in  a  p relim in a ry 
exam in a tion  o f the da ta  or be es tab lished  p rior to the ana lys is  b a sed  on a  th eoiy. 
B eca u se th is  in ves tiga tion  is  m odel driven, and  th is  s tage has b een  in clu ded  to 
exam in e the relevance o f M as low 's  n eed  cla ss ifica tions , a priori cod in g is  the m os t 
app ropria te approach  to u se.
Th e cod in g u n its  u sed  for th is  stage are the item s  in clu ded  in  th e qu estion n a ire to 
a ssess  the a ncilla ry s ta ffs  m otiva tion . S u pport for these item s  as  sou rces  of 
m otiva tion  w ill b e es tab lished  if the a ncilla ry s ta ff m a ke referen ce to th em  w ith  a  
degree o f in ten s ity w h en  a sked  b road  qu estions  a b ou t sa tis fa ction  a t w ork, b u t 
note w ill a lso b e ta ken  o f fu rther sou rces  m en tioned . C od in g w ill b e u n d erta ken  a t 
the ph ra se level or sets o f w ord s  as they m a tch  th e item s  in clu ded  in  the 
qu estionna ire, a lthou gh  synonym s  and eu phem ism s  for these ph ra ses  w ill a lso b e 
cons idered  b ecau se o f the s tylis tic in equ a lity o f com p a rin g w ritten  la n gu a ge w ith  
spoken . It w ou ld  b e ina ppropria te to solely focu s  on a  s in gle w ord  to su m m a rise a
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sou rce o f m otiva tion  as conversa tiona l reference to a  ‘th em e’ m a y va ry so m u ch  
th a t it w ou ld  n ot b e captu red  in  ana lys is . For exam ple, a  th em e su ch  as ‘sa fe from  
red u n d a n cy’ cou ld  b e describ ed  in  a n y n u m b er o f w a ys  b oth  p os itively (e.g. 
secu re, job  for life, a lw ays  needed) and  n ega tively (e.g. gettin g sacked , for the 
pu sh , m a rch in g orders , getting you r P45). In  order to m a ke va lid  referen ces  from  
th is  con cep tu a l ana lys is  o f w ord s  and  ph ra ses , the cla s s ifica tion  p rocedu re needs 
to b e con s is ten t and  reliab le so a  set o f exp licit record in g u n its  h a s  b een  
form u la ted . Ta b le 6.1 b elow  rep resen ts  the cod ing u n its  u sed  for ea ch  item  in the 
qu estion n a ire d isp layed  accord in g to the n eed  th ey w ere fou nd  to m easu re.
Safety Need Synonyms/Euphem isms
S a f e  f ro m  r e d u n d a n c y /  J o b  se c ur i t y J o b  se c uri t y , se c ure , p e rm an e n t ,  u n c e r t a i n t y  o f  
sh o r t  t e rm  c o n t rac t , la id  o f f , le t  y o u  go , m a rc h i n g  
o rd e rs , r e l i ab le  e m p lo y e r , m a d e  r e d u n d a n t ,  j o b s  
in  j e o p a rd y ,  c u t  bac k s .
Sat . w i t h  p ay /  G o o d  rat e  o f  p a y M o n e y , p ay m e n t , g e t  p a id , in c re m e n t , w a g e s ,  p ay  
r ise , s t a n d a rd /  ba s i c  rat e , n i g h t  rat e , w e e k e n d  
rat e , h o l i d ay  p ay , s i c k  p ay , f i n a n c i a l  r e w a rd
G o o d  b o n u s  sc h e m e s E x t r a  m o n e y , in c e n t iv e s.
N u m b e r  o f  d a y s  A n n u a l  L e av e H o l i d ay s , re l i g i o us  d ay s ,  l i e u d a y s ,  n u m b e r  o f  
d a y s  of f.
G o o d  P e n s i o n  Sc h e m e P e n s io n s .
Inst i tu t i onal  safety
T U  re p . R e la t i o n s/
N e e d  f o r T U  m e m be rsh ip / In  a  U n i o n
U n i o n  re p re se n t a t i o n R e p re se n t a t i o n
Love &  belongingness
N e e d  f o r  g o o d  c o -w o rk e r  re la t i o n s T h e  g i r ls, t h e  la d s ,  g e t  o n  w i t h  c o -w o rk e rs ,  le t t in g
/ G o o d  re la t i o n sh ip  w i t h  c o -w o rk e rs o t h e rs  d o w n , lo y alt y , c o m p an y , c o l le ag ue s ,  
so c ia l i se  w i t h  t h e m .
E q u a l  ro le  in  t h e  Se rv ic e T re a t e d  e q ua l ,  p la y  a  p art , e q u a l  c o n t r i bu t i o n ,  
h e lp  e a c h  o t he r, o t h e rs  re ly in g  o n  y o u , d o  y o u r  
bit .
F r i e n d ly  a t m o sp h e re F r i e n d sh ip ,  h av e  a  l a u g h ,  j o k i n g  a r o u n d ,  
f r i e n d l in e ss.
P r id e  in  se rv ic e P r id e  in  j o b ,  q ua l i t y  o f  y o u r  w o rk , a c h i e v in g  
so m e t h in g , d o  y o u r  be st , d o n e  a  g o o d  j o b ,  
o w n e rsh i p  o f  w a rd ,  n o t  g e t t in g  c o m p la in t s .
G o o d  m a n a g e m e n t  sty le U n d e rs t a n d i n g ,  a p p ro a c h a b le ,  n o t  f r i g h t e n in g ,  
p e rso n a l ,  a c c o m m o d at in g .
Esteem  Need
K e p t  in f o rm e d I n fo rm e d , g iv e n  in f o rm at i o n , c o m m un i c a t i o n ,  
m a k e  k n o w n , n o t i f i e d , t e ll, u p d a t e d ,  m e e t in g ,  
re p o rt e d , ad v i se d , br i e f e d , n e w s l e t t e rs , k e p t  u p - 
t o -d at e , t o ld  w h a t ’s  g o i n g  o n , k e p t  in  t h e  p i c t ure ,  
in  t he ' d a rk , n o n e  t h e  w ise r .
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S u g g e s t i o n s  l i s t e n e d  to H av e  y o u r  say , i d e a s  p u t  f o rw ard , a sk e d  f o r  
o p in io n s, l i s t e n e d  to , r e sp o n s iv e , a w a r d  sc h e m e s.
T ru s t  o f  m n g t . Be l i e v e  w h a t  t h e y  say , t ru t h fu l .
C o m p la i n t s  sy st e m s P ro b le m s , p ro c e d u re s ,  so lu t i o n s, so r t  t h e m  o ut , 
m o an , ap p ro p r i a t e  c h an n e ls .
M n g t . R e la t i o n s L e t  y o u  k n o w  y o u ’re  d o in g  so m e t h in g  r i g h t  o r  
w ro n g , fai r, st ra i g h t , t h e re  f o r  y o u , o p e n  d o o r  
po lic y , b a c k  y o u  u p .
P a r t  o f  a  t e am T e am w o rk , w o r k  a s  a  t e am .
C o n t ac t  w i t h  N u r s e s N u rse s ,  w a r d  st af f , si st e r.
C o n t ac t  w i t h  D o c t o rs D o c t o rs , p h y s i c i an s , c o n su l t an t s .
C o n t ac t  w i t h  p a t i e n t s P at i e n t s, h e lp i n g  p e o p le  g e t  be t t e r, e ld e rly .
C o n t ac t  w i t h  su p e rv i so r ’s  bo s s S up e r i o r ,  a s s i s t a n t  m a n ag e r ,  m a n a g e r ,  su i t - 
w e a re rs ,  b i g  bo ss ,  H o t e l  Se rv ic e s.
C o n t ac t  w i t h  sup e rv i so r T e a m  le ad e r , C o -o rd in a t o r .
Autonomy
Sat . w i t h  c o n t ro l/  L e v e l  o f  c o n t ro l M o n i t o re d , b e i n g  w a t c h e d , w a t c h i n g  u s ,  d o  w h a t  
w e  lik e , c h e c k in g  w h a t  w e  do , in sp e c t , le ft  t o  g e t  
o n  w i t h  it , n o  o n e  b o s s i n g  y o u  a bo u t ,  m ak e  o w n  
d e c i s i o n s, o w n  re sp o n s ib i l i t y , c h a l le n g in g .
Self -actual isat ion
O p p o r t un i t i e s  f o r  m u l t i -sk i l l i n g Sk i l ls  m ix e d , h o u se k e e p e rs ,  t ra in e d  in  d o m e st i c , 
c at e r in g , l a u n d i y ,  p o rt e r in g , t ra in e d  in  a l l  a re a s ,  
l e a rn  a n o t h e r  sk i l l, j a c k  o f  a l l  t rad e s.
G o o d  t ra in in g  o p p o r t un i t i e s T ra in in g ,  c o u rse s ,  N V Q s ,  L e v e l  1, L e v e l  2 , L e v e l  
3, q ua l i f i c a t i o n , C i t y  &  G u i ld s ,  c e rt i f ic at e , 
a sse ssm e n t ,  l e a rn i n g  n e w  t h in g s, c o lle ge .
P ro m o t i o n a l  p ro sp e c t s W o r k  y o u r  w a y  up .
J o b  v ar i e t y V ar i e t y  o f  t h in g s  to  d o , v ar i e t y  o f  t a sk s ,  m ix t ure ,  
c o m bin a t i o n , so m e t h in g  d i f f e re n t  a l l  t h e  t im e , d o  
e v e ry t h in g , d i f f e re n t  j o b s .
O v e r t im e  o p p o r t un i t i e s E x t ra  h o u rs ,  w o rk i n g  e x t ra .
General
W o n  m o n e y
O v e ra l l  j o b  sat . E n jo y  t h e  w o rk , m o ra le .
W o rk i n g  e n v i ro n . D e c o r , w a l l  c o lo ur , t e m p e ra t ure , s t a f f  ro o m .
T a b le  6 .1  Coding  unit s
Th e frequ en cy w ith  w h ich  each  cod ing u n it is  m en tion ed  w ill b e recorded  from  th e 
in terview s . A  ta lly w ill b e added  w h en  each  u n it is  referred  to in  a  s en tence and 
every tim e an ind ividu a l m akes  reference to th is . So even  w h en  a greem en t is 
exp ressed  w ith  a  cod ing u n it, then  th is  is  a lso cou n ted . For exam ple:
E: You  get to kn ow  the pa tien ts  a  lot b etter as  w ell d on ’t you
F: Yea h  m ore pa tien t care
G : C au se w h en  w e’re off the pa tien t som etim es  a sks  w h eth er w e ’re
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 p oorly or if w e ’re on holiday, you  kn ow  th ey get to kn ow  w h ere w e are 
b eca u se th ey get to kn ow  u s .
W ith  th is  exam p le, E s teem  n eed s ’ ‘con ta ct w ith  p a tien t’ w ou ld  h a ve a  ta lly o f 3, 
b eca u se it ha s  b een  m en tion ed  3 tim es . It does  n ot m a tter th a t 3 d ifferen t peop le 
referred  to the code, in  th is  p rocess  the frequ en cy w ith  w h ich  the codes  have b een  
m en tion ed  a re o f in teres t n ot w h o m en tioned  them . For exam p le if E  had 
reitera ted  their view  o f p a tien t con ta ct in s tead  o f G  a  ta lly o f 3 w ou ld  still b e 
recorded . Th is  approach  w ill b e cons is ten t a cross  the a na lys is  o f the transcrip ts . 
Th e qu an tita tive da ta  th a t w ill b e p rodu ced  from  th is  ana lys is  w ill help  to 
es ta b lish  the relia b ility o f the sou rces  o f m otiva tion  in clu ded  in  the qu estionna ire 
and  th e exten t o f their va lid ity to the an cilla ry w orker .
A t the end  o f the focu s  grou p in terview s, the an cilla ry s ta ff w ere a sked  to lis t at 
lea s t five a spects  o f their job  th a t w ere m os t im p orta n t to th em  and  then  order 
them  as a  grou p  in  descend ing im portance. Th e in clu s ion  o f th is  lin e o f 
qu es tion in g w a s  aga in  to va lida te those a reas  in clu ded  in  the qu estionna ire.
Th e ab ove cod in g u n its  have b een  app lied  to the in terview  tra n scrip ts  to es tab lish  
th eir a pp ropria teness  and note ta ken  o f a reas th a t w ere m en tion ed  b u t n ot 
covered  in  the qu estionna ire. Th e frequ en cy w ith  w h ich  each  a rea  w a s  m en tioned
in  th e focu s  grou ps , an y a dd itiona l a rea s and  th ose cited  as  m os t im p orta n t to the 
an cilla ry s ta ff are show n in  Ta b le 6.2 below .
FG1 FG2 FG3 FG4 FG5
(n=4) (n=2) (n=7) (n=2) (n=7)
Safety Need Freq. Freq. Freq, Freq, Freq.
J o b  se c ur i t y 6 /  (7 * ) 15 5  / ( l s t ) 16 5
P ay 8 / (6 t h ) 10 /  (4th) 7  / (5 t h ) 3 6  / ( l s t ) 19 / (2 n d )
B o n u s  sc h e m e s 7 0 0 2 0
A n n u a l  L e av e 8  /  (5 * ) 0 21 18 1
P e n s i o n  Sc h e m e  
Inst i tut ional  
safety
0 0 2 0 0
T ra d e  U n i o n i sm  
Love &
belongingness
0 0 0 3 8
C o -w o rk e r  re la t i o n s 10 5 / (5 t h ) 0 3 / ( 2 " d ) 4 /  (4th)
E q u a l  ro le  in  t he  
Se rv ic e
3 2 3 8 0
F r i e n d ly  a t m o sp h e re 0 0 16 0 0
P r id e  in  se rv ic e 3 /  (4th) 1 / ( l » t ) 2 0  / (4 t h ) 2  / (3 « -d ) 7
M a n a g e m e n t  st y le 10 0 31 6 5
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Esteem  Need
K e p t  in f o rm e d 18 13 8 3 6 11
S ug g e s t i o n s 5 4 5 4 9
T ru s t  o f  m n g t . 0 0 0 0 0
C o m p la in t s  sy st e m s 10 0 3 2 3
M n g t . R e la t i o n s 11 7 5 /  (6th) 15 15
T e a m  w o rk 8  /  (3 rd) 0 0 1 2
N u rs e s 6 1 10 4 4
D o c t o rs 1 0 2 1 8
P at i e n t s 2 4  / ( l « t ) 8 2 2  / (3 r d ) 11 9
S u p e rv i so r ’s bo s s 2 0 4 13 17
S u p e rv i so r 6 1 8 0 9
Autonomy
C o n t ro l 10 0 2 0  / (7th) 6 8 / (3 r d )
Sel f -actual isat ion
M u lt i -sk i l l i n g 8 1 2 0 12 /  ( 5 * )
T ra i n i n g 58 2 4 7 2 7
P ro m o t io n 3 1 2 3 5
J o b  v ar i e t y 8 9 2 5 9
O v e r t im e 2 13 2 0 2
W o n  m o n e y 0 0 0 0 0
J o b  sat i s f ac t i o n 2 / (2 n d ) 3 9  / (2 n d ) 3  /  (4th) 1 0 / ( l s t )
W o rk i n g  e n v i ro n m e n t 0 0 0 0 0
Addi t i onal  sources
F le x ibi l i t y 2 0 0 0 1
S t a f f in g  le v e ls 9 0 0 0 3
N a t i o n a l  a w a r d s 11 / (8 t h ) 0 1 0 0
H o sp i t a l  lo c at io n 0 4 / (3 r d ) 0 0 1
H o u r s  o f  w o rk 0 5 / (2 n d ) 0 1 3
U n i f o rm s/  e q u ip m e n t 0 0 10 0 10
T a b le  6 .2  Coding  Units Resu l t s A  O rd e r  o f  i m p o r t an c e  to  s t a f f  in  t h e i r  w o r k  ro le )
From  the tab le it can  b e seen th a t the m a jority o f a reas  in clu ded  in  the 
qu estionna ire w ere m en tioned  b y the N H S  a n cilla ry s ta ff in  the focu s  grou ps , b u t 
to va ryin g degrees . A  la rge p roportion  o f the a rea s  cited  as m os t im porta n t to the 
s ta ff in  th eir w ork  role a lso m atched  those inclu ded  in  the qu estionna ire. Th is  
im plies  th a t the a reas  covered  in  the qu estionna ire to a s sess  the s ta ffs  m otiva tion  
w ere h igh ly va lid  as th ey m ade reference to them  in  respon se to qu estions  ab ou t 
the na tu re o f their w ork; likes  and  d is likes  o f the job ; h ow  th ey felt a b ou t the 
organ isa tion ; and  those th ey w ork  w ith .
Th e h igh es t nu m b er o f references  w ere m ade to tra in in g opportu n ities  th a t 
covered  s ta ffs  aw areness , view s  and op in ion s  o f b oth  form a l and  in form a l tra in in g 
cou rses . A lth ou gh  th is  is  an a spect o f the w ork  role th a t is  p rom in en t to the 
an cilla ry sta ff, no grou p iden tified  it as b ein g an im p orta n t p a rt o f th eir  role. 
Perhaps  the s ta ff rega rd  th is  as b eing a  pa rt o f the w ork  role th a t m a n a gem en t 
encou ra ge to im prove their p rodu ctivity ra th er th a n  one th a t is  o f p erson a l
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s ign ificance to them  and so is  n ot cons id ered  so im portan t. A ltern a tively it m a y be 
th a t th e s ta ff feel th ey have b een  tra ined  en ou gh  and  do n ot requ ire a n y fu rth er 
tra in ing, so a ga in  is  o f little s ign ificance. A  n u m b er o f s ta ff h ad  a ch ieved  N ationa l 
V oca tion a l Q u a lifica tion s  (NVQ s) in  their  occu pa tion  and  exp ressed  op in ion s  in  
th e focu s  grou p s  on the qu a lity o f the tra in in g th ey had  received  w ith  typ ica l 
com m en ts  b eing:
“It was Level 1, but it was a bit o f an insult, we should have done 
Level 2 to start with. ”
“Usually the training you get is so you can move on. It’s 
recognition o f what you’re doing, that they know  that w hat they ’re 
doing and why they’re doing it, but I  don’t know  about it 
furthering them in anyway, in job  w ise you know. ”
“It’s jus t a qualification you know, everyone’s got their 
qualification, it’s a City & Guilds, so they take that qualification 
w ith them w herever they go. ”
O th ers  m ade reference to m ore in form al/  u n a s sessed  tra in in g cou rses  th a t w ere 
ava ila b le to th em  and expressed  op in ion s  on  this , inclu d in g:
“Sometimes its jus t like going to you know a seminar, you know  you 
hear the right way o f doing things and you get a book to bring away 
with all handouts in and that you know. ”
“And we have been on such a hell o f a lot o f training.”
“An aw ful lot o f training. ”
“You think so at the time, ‘oh god, not another one!”23
G rea ter reference w a s  m ade to tra in in g opportu n ities  b y the m u ltisk illed  a ncilla ry 
s ta ff (FG 1 and  FG 4) w ho had  b een  on m a n y tra in in g cou rses  b oth  form a l 
qu a lifica tion s  and  u n a ssessed  cou rses  to a ch ieve th eir ‘m u ltisk illed ’ sta tu s. 
N evertheless  tra in in g opportu n ities  w ere ava ila b le to a ll th e N H S  s ta ff in volved  in  
th e focu s  grou ps  and  their w id e relevance has b een  con firm ed  w ith  references  
given  b y a ll the sta ff.
23 T h e  c o m m e n t s  w o u ld  su g g e s t  t h a t  t h e re  a re  so m e  n e g at iv e  f e e l i n g s  a sso c i a t e d  w i t h  t ra in in g ,  
a n d  p e r h a p s  it  i s n o t  t h e  m o t iv at o r  t h a t  i t  i s a s s u m e d  to  be  f o r  g ro w t h  a n d  d e v e lo p m e n t . T h i s  
m a y  be  t h e  r e su l t  o f  t he  d i f f e re n c e  be t w e e n  l e a r n e r  l e d ’ a n d  ‘t r a in e r  l e d ’ a p p ro a c h e s  to  t ra in in g ,  
b u t  w o u ld  re q u i re  f u r t h e r  in v e st i g at i o n .
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‘B ein g kep t in form ed ’ w a s  a lso an  a rea  o f grea t su ita b ility for the an cilla ry s ta ff 
dem on s tra ted  th rou gh  w idesp rea d  con firm ation  across  th e s ta ff in  the focu s  
grou ps. Th is  sou rce o f es teem  need  rela ted  to b ein g given  in form a tion  a b ou t the 
service and  the w id er organ isa tion  b y m anagers ; b ein g u pda ted , told  or notified  
a b ou t in form ation  th a t a ffects  them  th rou gh  m eetings , n ew s letters  or team  b riefs . 
Typ ica l com m ents  m ade inclu ded :
“(Manager) keeps you up-to-date the whole way, you know step by step 
she’ll tell us .”
‘7 mean we try to get a meeting every month. ”
“You’re kept informed aren’t you all the time.”
“W e don’t get to find  out until the last minute, w e are forgot about at 
times we are. Everybody else knows w hat’s going on but us. ”
“And to be told w hat’s going on, that’s the major thing. ”
“W e also have a report that’s from the management, that’s read out to 
us every month. ”
Th e focu s  grou ps  su ggested  tha t the degree to w h ich  s ta ff felt th ey w ere kep t 
in form ed  va ried  extensively, elicitin g s trong view s  and  op in ions  from  the a ncilla ry 
s ta ff o f b oth  a  pos itive and  nega tive natu re. Th e respon ses  received  im p lied  th a t 
th is  w a s  a  m a jor in flu ence on their view s  o f their  m a n a gers  and  h ow  th ey feel 
a b ou t their  w ork  role, w h ich  con firm s the va lid ity o f in clu d in g th is  lin e o f 
qu estion in g. Th ose w h o did n ot feel th a t in form ation  w a s  pa ssed  on to them  ab ou t 
th e Tru s t and  the service w ere con tracted  porters  on a  sm a ll com m u n ity site, so 
the com pa n y regiona l m a nager d id n ’t m ake frequ en t vis its  to th e site and  any 
in form a tion  th ey d id  p rovide w a s  m ore a b ou t the con tra ct com pa n y th a n  the 
Tru st. Th is  w a s  a  m a jor sou rce o f d issa tis fa ction  for them  in  th eir job  and  
su ggests  a  fu rth er poten tia l in flu ence on  w ork  m otiva tion  th a t requ ires  a dd itiona l 
in vestiga tion . Th e im pa ct on w ork  m otiva tion  o f w ork in g for a  con tra ct com pa n y in  
the N H S  w ou ld  b e an  in teres ting a rea  o f fu tu re stu dy, one th a t w ill u n d ou b ted ly 
b e o f in teres t to the m u lti-m illion  pou nd  con tra ct com pa n ies  th a t opera te w ith  the 
N H S  FM  field  and  th ose tha t em p loy their services .
W h en  a sked  qu estions  ab ou t im proving job  sa tis fa ction  or w h a t w a s  im p orta n t in  
th e job , the an cilla ry s ta ff m ade m a n y references  to th eir ra te o f pay. Few er 
references  w ere m ade ab ou t p a y in  the focu s  grou ps  h ow ever th a n  tra in in g a nd  
b ein g kep t in form ed. From  the tab le it can b e seen  th a t s ta ff in  a ll th e focu s  
grou ps  cited  pay, m on ey or gettin g pa id  as an  im porta n t a sp ect o f th eir w ork  role
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b u t th is  w a s  on ly o f grea tes t im porta nce to the porters  (FG 4) and  m u ltisk illed  
w orkers  (FG 5). A lth ou gh  th is  a spect w a s  rega rded  as  im porta n t b y a ll the a ncilla ry 
s ta ff it w a s  n ot the p rim e focu s  o f m otiva tion  for the m a jority o f those involved  in  
the focu s  grou ps . Th is  helps  to d ispel the m yth  th a t pa y is  the sole m otiva tor for 
low  level w orkers  th a t so m a n y have tended  to em ph a s ise (Thorn ley, 1996;
U n ison , 1997; B rief et al, 1997; B ach , 1998; C ooper, 1998) and  the oppos ition  to 
w h ich  origin a lly u rged  the au thor to resea rch  the area . C om m en ts  received  on  th is  
a spect o f th eir w ork  role inclu ded:
*I  do, the wages, a lot o f people w on’t come on account o f the wages. ”
“The money, the wages isn’t it, nothing else is it.”
“Well I  need the money, I  need the money so you make sure you’re 
there. ”
“You know none o f us has mentioned pay  before, that’s how  satisfied 
we are. ”
“They don’t pay  you enough money fo r what you do.”
“It’s the same old thing -  money, you know you’d like a lot more.”
O ther referen ces  w ere m ade to p a y cond ition s  th a t the a n cilla ry s ta ff have, su ch  
as:
“I  went from  a Whitley Council contract w here I  got double time and 
time and a half for weekends, onto the Healthcare Support Worker 
where I  got bugger all really, 10% for weekends and bank holidays. ”
“The holiday pay  and sick pay  are w orse really. ”
“And you didn’t even get double time fo r a bank holiday.”
Th is  appears  to b e a  fu rth er p a y a rea  o f s ign ificance to the a n cilla ry s ta ff b u t 
qu es tion in g o f th is  n a tu re w a s  not inclu ded  in  the qu es tion n a ire as  it w a s  
cons idered  to b e too specific to ind ividu a l Tru s t fu n d in g th a t w ou ld  h inder 
genera lisa tions  across  the findings . O n ly tw o qu estions  w ere in clu ded  th a t 
referred  to p a y and th ey a sked  the ancilla ry s ta ff for  th eir sa tis fa ction/  im porta n ce 
o f th eir b a s ic h ou rly ra te o f p a y to encou rage ju d gem en t o f the sam e cond ition  
across  a ll the responden ts . In  con tra st to w id er term s  and  cond ition s  o f th e 
an cilla ry w orkers  in  the N H S, b a s ic h ou rly ra te o f p a y does  n ot va ry too m u ch  
across  the roles  and so helps  to im prove the relia b ility o f the responses . It w a s  n ot 
poss ib le to in clu de m ore qu estions  on the s ta ffs  term s  and  cond ition s  o f 
em ploym en t b ecau se o f lim ita tion s  w ith  the length  o f the qu estionna ire, b u t it w a s
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recogn ised  as an im porta n t pa rt o f w ork  m otiva tion , so a  single overa ll qu estion  on 
p a y sa tis fa ction  had  to su ffice. Th e focu s  grou ps  show ed  th is  to b e a  va lid  sou rce 
o f m otiva tion  for the s ta ff w ith  m a n y references  b ein g m ade, a lb eit p redom in a n tly 
nega tive.
Pa tien ts  w ere an im porta n t a spect o f the w ork  role for the m a jority o f the a ncilla ry 
s ta ff in volved  in  the focu s  grou ps  evidenced  th rou gh  th eir referen ces  to th ose 
receivin g  h ea lthca re. Th e an cilla ry s ta ff in  FG 1 cited  th is  as  the m os t im porta n t 
a sp ect o f their w ork  role and  w a s  3rd m os t im p orta n t to th ose in  FG 3 w h ich  helps 
to con firm  the va lid ity o f in clu d in g su ch  a  line o f qu es tion in g in  the qu estionna ire. 
C om m en ts  m ade ab ou t pa tien ts  inclu ded :
“Yeah it is patient contact mainly. I  mean where I  am its elderly  
anyway and some o f them I  mean you get attached to them actually  
‘cause they talk to you everyday, and then w hen one o f them dies on 
you like, that and you think 7 was only talking to her yesterday about 
going home*...but yeah it is patients mainly.”
“You get to know  the patients a lot better as w ell.”
“Yeah I  always say patients come firs t no matter w hat.”
A  s im ila r n u m b er o f com m en ts  w ere m ade ab ou t the con ta ct a n cilla ry s ta ff have 
w ith  pa tien ts  b y a ll o f the focu s  grou ps  w h en  the m ea n  n u m b er o f com m en ts  are 
cons id ered  for those in  each  grou p. A ll o f the sta ff, w h eth er th ey w ere m u ltiskilled , 
dom estics , porters  or ca terin g a ss is tan ts , cam e in to con ta ct w ith  p a tien ts  and  
expressed  feelings  ab ou t th is  con ta ct w h ich  con firm s  the releva n ce o f qu es tion in g 
in  th is  area .
Pride w a s  one o f the m os t im porta n t a spects  o f th e w ork  role for th e a n cilla ry s ta ff 
in  fou r o f th e five focu s  grou ps, a lthou gh  a ll grou ps  m a de referen ces  to th is  ab ou t 
th e service th ey delivered. S ta ff w ere concerned  w ith  m a in ta in in g and  im p rovin g 
the qu a lity o f th eir w ork, n ot gettin g a n y com pla in ts , d oin g a  good  job  a n d  doin g 
th eir b est. Typ ica l com m en ts  m ade b y the s ta ff rela tin g to the p ride th ey took  in 
th eir w ork  were:
“It’s jus t pride, pride in what you do. ”
“I  do my best to make sure its done properly, and its jus t pride in your 
work. ”
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“Once you w alk off you think you’ve done your job  that’s it That’s right 
you know you’ve done your job  right”
“Well I  mean know ing that the wards yours and not having no 
complaints. ”
“I f  you’ve got a ward then its yours, if you’ve got pride in your work 
then everything else can go to hell, its as simple as that. ”
Th is  once aga in  show s th a t it w a s  va lid  to in clu de a  qu estion  rela tin g to th is  in  the 
qu estion n a ire to fu lly con s ider the an cilla ry s ta ffs  w ork  m otiva tion .
A  n u m b er o f a rea s  th a t w ere in clu ded  in  the qu estion n a ire w ere o f little in teres t to 
the a n cilla ry s ta ff in  the focu s  grou ps  a lthou gh  th ey w ere s till referred  to. Few  
references  w ere m ade to pens ion  schem es  and  b onu s  schem es  b y th e sta ff, b u t 
those th a t w ere received  inclu ded:
“And another thing they’re got pensions and things like that. ”
“Oh I  know  its not fo r me like, but I ’m saying, if you was interested they  
do a pension now. ”
“They gave us a nice little bonus before Christmas. ”
“There’s nothing there’s no incentive at all. There’s no extra money or 
anything. ”
“We don’t have that many incentives.”
A n y one w h o hold s  a  con tract o f em ploym en t w ith  an N H S  em ployer can  jo in  the 
N H S  Pens ion  S chem e (N H S Pensions  Agency, 2003) so th is  w ou ld  b e a va ila b le to 
the m a jority o f a ncilla ry s ta ff w ork in g in  the N H S  h igh ligh tin g th e appropria ten ess  
o f th is  line o f qu es tion in g  to the staff. Th is  m a y va ry for those th a t w ork  for 
con tra ct com pan ies  a lthou gh  su ch  schem es  do exis t as  show n  in  the ab ove 
com m en ts  from  a  con tracted  dom estic w ork in g for an  N H S  Tru s t. A lth ou gh  82%  of 
the N H S  an cilla ry s ta ff ra ted  pension  schem es  as  im porta n t or very im p orta n t in  
th e qu estionna ire, the redu ced  nu m b er o f responses  m a de in  the focu s  grou p s  
im plies  th a t th ey a re o f less  im m ed ia te releva nce to the s ta ff in  th eir w ork  role. It 
m a y b e th a t th is  p a rt o f the w ork  role is too fa r  in  the fu tu re for  m a n y an cilla ry 
s ta ff th a t th ey do n ot con s ider it an im m ed ia te sou rce o f m otiva tion  and  so have 
m ade few  references  to it. A ltern a tively th ey m a y have ch osen  n ot to jo in  the N H S  
pens ion  schem e and in stead  join ed  a  p riva te schem e, or are relyin g on  a  state 
pens ion  w h en  th ey retire. A lthou gh  th is  a spect o f the w ork  role w a s  n ot a s  popu la r 
w ith  the an cilla ry s ta ff as other areas, it can  still b e con s idered  a  va lid  lin e o f
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qu es tion in g as reference w a s  m ade to it and  su ch  schem es  ha ve sha red  
ava ila b ility for th e a n cilla ry sta ff.
C om m en ts  a b ou t in cen tives  for u n d erta k in g fu rth er tra in in g or qu a lifica tion s , or 
opportu n ities  to ea rn  extra  m on ey a t w ork, w ere in terp reted  as  b on u s  schem es  for 
the an cilla ry staff. Few  references  w ere m ade to su ch  schem es  in  the focu s  grou ps 
and  those th a t w ere given  su ggest the schem es  are o f lim ited  ava ila b ility. 
N evertheless  81%  o f the N H S  a n cilla iy s ta ff th a t respon ded  to th e qu estionna ire 
ra ted  these schem es  as im porta n t or very im porta n t w h ich  w ou ld  im p ly th a t some 
schem es  do exist, w ith  on ly 18% m a rkin g these as ‘n ot a p p lica b le’. A lth ou gh  th is  
a rea  w a s  n ot referred  to w ith  the in ten s ity as  other a spects  o f the w ork  role it has 
b een  con firm ed  as a  va lid  line o f qu estion in g  b y a n cilla ry s ta ff in  a t lea s t one o f 
the focu s  grou ps . It m a y b e th a t su ch  opportu n ities  a re less  a va ila b le to an cilla ry 
s ta ff in  the N H S  and  not other a reas  o f the pu b lic sector, so it is  con s idered  inva lid  
to rem ove th is  line o f qu estion ing in  the n ext s ta ge o f the resea rch  w h ich  is  re ­
ru n n in g the qu estionna ire w ith  H E  an cilla ry staff.
Th e porters  (FG 4) and m u ltisk illed  w orkers  (FG 5) b oth  m ade referen ce to tra de 
u n ion ism  w h en  in terview ed  and  estab lishes  th e releva n ce o f in clu d in g su ch  a  line 
o f qu es tion in g in  a ssess ing  the w ork  m otiva tion  o f a n cilla ry sta ff. Th e com m en ts  
th a t w ere received  inclu ded:
*Because w e’re not in a Union or ow t.”
“(Being in a Union would) definitely stand you in good stead, especially  
in a place like this. ”
“Well they said they had regular meetings w here you could go and 
they’d inform you w ith the Union there. ”
*I  personally w ouldn’t deal w ith them at all. ”
“I  think the majority o f the s taff now, jus t say, don’t bother. I  haven’t 
bothered. ”
“And I  think a lot o f people come out o f it actually. ”
“Yeah they didn’t help at all did they, they w asn’t interested.”
B oth  o f these grou ps  o f s ta ff h ad  recen tly h ad  con ta ct w ith  Tra d e U n ion s  as  th ey 
had  b een  th rou gh  com petitive ten derin g exercises  and  h a d  eith er b een  con tra cted  
b a ck  to the N H S or ou t to a  p riva te com pany. Th e releva n ce o f Tra d e U n ion ism  to 
these s ta ff ou ts ide o f su ch  u ncerta in  tim es  is  therefore u nclea r, and  cou ld  p erh a ps
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on ly b e m ea su red  in  a  longitu d ina l stu dy w h en  th eir  m otiva tion  is  cons idered  in  a  
less  U n ion ised  clim ate. Perhaps  an ind ica tion  o f the im porta n ce o f Tra de 
U n ion ism  ou ts ide o f u n certa in  tim es  is  show n  in  the other focu s  grou ps  w here no 
references  w ere m a de a t a ll to th is  a spect o f the w ork  role, a lth ou gh  it cou ld  still 
rem a in  irreleva n t to these pa rticu la r s ta ff w h a tever the w ork in g clim ate. 
N evertheless  th is  can  b e the type o f clim ate th a t a n cilla ry s ta ff h a ve to fa ce in  
their  w ork in g lives  and  Tra de U n ion ism  is  cons id ered  a t su ch  tim es , as  show n  in  
the focu s  grou ps, w h ich  va lida tes  th is  as an a ppropria te lin e o f qu es tion in g for 
a s sess in g  th eir w ork  m otiva tion .
S om e o f the a rea s  in clu ded  in  the qu estionna ire w ere n ot m en tion ed  b y the 
a n cilla ry s ta ff in  the focu s  grou ps , a lthou gh  these em erged  as  b ein g very specific 
or a b s tra ct a spects  o f the w ork  role. No references  w ere m a de b y s ta ff to tru s tin g 
their m a n a gem en t specifica lly a lthou gh  m a n y oth er com m ents  w ere m a de th a t 
s ign ified  a  p resence or a b sence o f tru st. For exam ple, som e s ta ff felt th a t th ey 
cou ld  go to their su pervisor or m a n a ger w ith  p rob lem s  o f a  p erson a l na tu re, w h ich  
w ou ld  im p ly th a t th ey tru sted  the m a n a ger to keep  th e is su e con fiden tia l. 
A lth ou gh  no specific reference w a s  m ade to tru st, others  m a de a rou n d  th is  
su ggest th a t it rem a in s  an appropria te line o f qu es tion in g for the a n cilla ry s ta ff to 
a ssess  th eir rela tion s  w ith  the m a nagers  and su pervisors .
S ta ff a lso fa iled  to m en tion  tw o o f the qu estions  th a t w ere in clu ded  in  the 
qu estionna ire to m easu re genera l n eed  sa tis fa ction  and  to s trengthen  th e n eed  on 
w h ich  th ey loaded  in  the fa ctor ana lys is  -  a  techn iqu e u sed  b y Rob erts  et al (1971) 
in  th eir tes t o f M as low 's  m odel. S ta ff d id  n ot m ake referen ce to th eir ph ys ica l 
w ork in g en viron m en t or if th ey w ou ld  con tinu e to w ork  if th ey w on  a  la rge su m  of 
m oney, w h en  a sked  qu estion s  ab ou t th eir likes  and  d is likes  o f th eir job , rela tion s  
w ith  colleagu es  and su periors  and view s  o f the em p loyin g organ isa tion . It w a s  
u n likely th a t the a ncilla ry s ta ff w ou ld  m en tion  su ch  specific is su es  w h en  a sked  
su ch  w id e- ra n gin g genera l qu estions  so the resu lts  o f th e focu s  grou ps  are 
u n su rp ris in g. Th e exten t to w h ich  th is  in va lida tes  th is  lin e o f qu es tion in g in  
tes tin g the a ncilla ry s ta ffs  w ork  m otiva tion  therefore is  con s idered  to b e lim ited  
s ince th ey are perha ps  too specific to have b een  expected . B eca u se these item s  are 
s im p le genera l n eed  m easu res  and  are n ot tes tin g a  p a rticu la r sou rce o f 
m otiva tion  in  the a ncilla ry sta ff, it is  n ot cons idered  n eces sa ry to elim in a te th em  
from  th e qu estionna ire for the n ext stage o f the resea rch  w ith  H E  a n cilla ry sta ff. 
Th ese item s  have b een  in clu ded  m ore for m eth odologica l rea son s  in  their
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s tren gth en in g ca pa city and  are an a ppropria te lin e o f qu es tion in g for any 
em ployee, so th ey w ill rem ain  in  the qu estionna ire.
Th e rea son  for in clu d in g the focu s  grou ps  a t th is  s tage o f the resea rch  w a s  not 
on ly to va lida te the qu estion in g u sed  to m ea su re the a n cilla ry s ta ffs  m otiva tion , 
b u t to a lso exp lore fu rth er a spects  o f the w ork  role th a t m otiva te the w orkers . 
Ta b le 6.2 show s  th a t six a dd itiona l a reas  a rose in  the focu s  grou p s  th a t w ere not 
in clu ded  in  the qu estionna ire. Th ese w ere th e flexib ility o f the w ork  role, s ta ffin g 
levels , n a tion a l aw a rds  su ch  as Inves tors  in  Peop le and  C ha rter M ark, th e loca tion  
o f the hosp ita l, h ou rs  o f w ork  and their  u n iform s  and  equ ipm en t. A lth ou gh  these 
a rea s  w ere o f su ch  im portance to the an cilla ry s ta ff w ith in  in d ividu a l focu s  grou ps  
to b e referred  to qu ite frequ en tly, th ey w ere n ot con s is ten t a cross  a ll staff. Th is  
la ck  o f con s is ten cy su ggests  th a t th ey a re n ot a  p rom in en t sou rce o f m otiva tion  for 
a ll an cilla ry s ta ff and  so did  n ot w a rra n t in clu s ion  in  the qu estion n a ire th a t w as  to 
b e re- ru n  or deva lu e those a reas  th a t h ave b een  in clu ded . Th e a dd ition a l a reas  
th a t the w orkers  m en tion ed  a re a lso m ore p ra ctica l job - rela ted  fea tu res  th a t w ou ld  
n ot add  a n yth in g to the p resen t in ves tiga tion  o f p sych ologica l a spects  o f 
m otiva tion  and  so have n ot b e inclu ded .
Th is  p a rt o f the in ves tiga tion  has  show n  th a t the m a jority o f the item s  in clu ded  in  
th e qu estionna ire to a ssess the a n cilla ry s ta ffs  w ork  m otiva tion  are releva n t to 
them  in their w ork  role, so su ggesting their va lid ity as sou rces  o f m otiva tion  and 
the qu estionna ire a  va lid  tool for its  a ssessm ent. Th e fin d in gs  o f th is  qu a lita tive 
s ta ge a lso help  to va lida te the needs  tha t have b een  iden tified  in  the respon ses  to 
these au th en tic qu estions  in clu ded  in  the qu estionna ire. Th e few  a rea s  th a t w ere 
n ot su pported  in  the focu s  grou ps  w ere either too specific to b e given  in  response 
to generic qu estions  or w ere inclu ded  in  the qu es tion n a ire for  m eth odologica l 
pu rposes , and  so cannot b e considered  to in va lida te them  or the need s  on w h ich  
th ey load . A  fu rth er a im  o f ga thering firs t h and  qu a lita tive d a ta  from  a n cilla iy s ta ff 
a t th is  stage o f the resea rch  w a s  to iden tify a n y a dd ition a l sou rces  o f m otiva tion  
th a t w ere n ot in clu ded  in  the qu estionna ire to ensu re a  th orou gh  exa m in a tion  o f 
s ta ffs  m otiva tion  in  the n ext stage. Som e a rea s  did  a ris e b u t th ey w ere m ore 
practica l, w ork -b a sed  a spects  o f the w ork  role and  n ot p sych ologica l sou rces  o f 
m otiva tion  th a t are o f m u ch  grea ter in teres t in th is  in ves tiga tion  o f M as low 's  
m odel. Th e resu lts  o f th is  s tage o f the resea rch  h a ve th erefore con firm ed  the 
a ppropria ten ess  o f the qu estions  in clu ded  in  th e qu es tion n a ire to a s sess  an cilla ry 
s ta ffs  m otiva tion , and so su ggests  tha t the in s tru m en t rem a in  u n ch a n ged  for the 
n ext and  fin a l stage w ith  H E  a ncilla ry staff. Th is  w ill b e reported  in  C h a p ter 7.
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It has b een  va lu a b le to exp lore the su b jective op in ion s  o f the a n cilla ry s ta ff in a  
su b jective w ay. Th ere a re a  nu m b er o f view s  and  th ou gh ts  th a t w ou ld  n ot have 
b een  u n covered  if th is  qu a lita tive elem en t had  n ot b een  in clu ded , su ch  as  the 
nega tive view  o f tra in ing; the im pa ct o f ou tsou rcing; and  the redu ced  relevance o f 
pen s ion  and  b onu s  schem es  desp ite them  b ein g ra ted  as  im p orta n t in  the 
qu estionna ire. Th e fin d in gs  o f th is  stage have s ign ifica n tly en rich ed  the 
qu a n tita tive resu lts  o f the qu estionna ire find ings .
Th e focu s  grou ps  a lso poin ted  tow a rds  a spects  o f m otiva tion  th a t are grou nded  
m ore in  orga n isa tiona l circu m stances , su ch  as  con tra ctu a l a rrangem en ts  or the 
p rom otion  o f tra in in g opportu n ities , th a t reflect the loca l m a n a geria l cu ltu re. Th is  
m a y im p ly th a t som e sou rces  o f m otiva tion  ca n n ot b e exp la in ed  b y M a s low 's  
sch em a  or these are fa ctors  th a t in flu ence the en viron m en t in  w h ich  an cilla ry s ta ff 
h ave to rea lise their needs  (th is  is  exp lored  fu rth er in  C h a p ter 12). A  grou nded  or 
d iscou rse b a sed  in vestiga tion  m igh t have revea led  the orga n isa tion a l in flu ence 
fu rth er and  w ou ld  b e recom m en ded  as a  fu tu re a rea  o f inves tiga tion . N evertheless  
the m eth od  and ana lys is  selected  for th is  s tage o f the resea rch  h a s  m a de a  w orth y 
con trib u tion  to the in ves tiga tion  in  es ta b lish in g the va lid ity o f the a reas  covered  in  
the qu estionna ire to the an cilla ry staff.
Fu ll con s idera tion  w ill n ow  b e given  to the resu lts  fou n d  to a ssess  the app lica b ility 
o f the needs  M as low  u sed  in  h is  m odel to ch a racterise h u m a n  m otiva tion  to the 
N H S  an cilla ry staff. Th e resu lts  o f b oth  the qu an tita tive and  qu a lita tive s ta ges  o f 
the in ves tiga tion  w ill b e exam ined  to estab lish  the a pp rop ria ten ess  o f the 
m otiva tion a l cla ss ifica tions .
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R e se arc h  Que st io n  I  D isc ussio n
Th e firs t resea rch  qu estion  cons iders  the a ppropria ten ess  w ith in  M as low 's  th eory 
o f hu m a n  m otiva tion , o f need  cla ss ifica tion . As  show n  in  C h a pter 2, he p roposed  
th a t a ll hu m an s  are endow ed  a t b irth  w ith  a  u n iqu e com plem en t o f five needs, 
and  p rovided  w ith  the en viron m en t to a llow  exp ress ion  o f these needs , th ey gu ide 
u s  tow a rd s  a  h ea lth y developm en t. Th ese needs  are ph ys iologica l, sa fety, love and 
belongingness , es teem  and self- a ctu a lisa tion . To con s ider h u m a n  m otiva tion  in 
the w orkp lace, the in d ivid u a l’s five cla ss ifica tions  o f n eed s  (and  the h iera rch y to 
ach ieve them ) have to b e app lied  to cha racteris tics  and opportu n ities  w ith in  the 
orga n isa tion a l setting.
Th e a ppropria teness  o f M as low 's  m odel w a s  tes ted  in  a  n ew  sector and n ew  grou p 
o f s ta ff - N H S  a ncilla ry w orkers . U s ing  h is  defin ition  o f the need s  and  p reviou s  
app lica tion s  o f the th eory in the w orkp la ce (Porter, 1961; H a ll a n d  N ou ga im , 1971; 
M itchell and M ou dgill, 1976; B erl et al, 1984) a  qu es tion n a ire w a s  des ign ed  to 
m ea su re an cilla ry s ta ffs  m otiva tion . Th e qu estions  m ea su red  the n eed s ’ cu rren t 
level o f sa tis fa ction  as w ell as the a ttached  im porta nce so the s trength  o f need  
m otiva tion  cou ld  b e considered  w h ich  w a s  a lso add ressed  in  the theory. Th is  
des ign  w a s  u sed  p rim a rily to tes t the rela tionsh ip  b etw een  th e need s  for Resea rch  
Q u estion  II rela tin g to the p rocess  o f m otiva tion , w h ich  ha s  a lso b een  em ployed  in  
p reviou s  tests  (e.g. Porter a sked  m a na gers  to ra te h ow  m u ch  o f the n eed  there is 
now , h ow  m u ch  there shou ld  b e and how  im porta n t it is  to them , 1961, p. 3). Th is  
s tru ctu re a lso m ore im porta n tly a llow ed  th e cla ss ifica tion  o f n eed s  to b e 
cons id ered  a t tw o levels  (sa tis fa ction  and  im porta nce) so h elp in g to es ta b lish  
relia b ility.
U s in g  the da ta  redu ction  techn iqu e o f fa ctor analys is , th e n eed  sa tis fa ction  and  
need  im porta n ce o f the a ncilla ry s ta ff w ere ana lysed , and  Resea rch  Q u estion  I w a s  
tes ted . Previou s  in ves tiga tions  o f M as low 's  n eed  cla ss ifica tion s  h a ve a lso u sed  
fa ctor ana lys is  (Alderfer, 1966; M itchell &  M ou dgill, 1976; Porter, 1961; Rob erts  et 
al, 1971; H erm an  &  H u lin , 1973; B eer, 1966) b u t m a n y h a ve u sed  it to correla te 
m ea su res  o f in d ivid u a l need s  and  n ot exp lore th e type o f need  th a t the m ea su re 
appea ls . Th ey a ssu m ed  th a t the item s  u sed  to opera tion a lise the need s  w ere 
a ccu ra te to their  sa m p le and la ck  o f correla tion  b etw een  the item s  su gges ted  la ck 
o f su pport for th e need, ra th er than  exp lore if a n y o f the item s  em erged  as  
sepa ra te fa ctors . Perhaps  su fficien t in form ation  exis ted  a b ou t the m otiva tion  o f
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those w orkers  form erly in ves tiga ted  (e.g. m a n a gers  for Porter, 1961, accou n tan ts  
and  engineers  for M itchell and  M ou dgill, 1976; and  sa lespersons  for B erl et al, 
1984). S ince no other in ves tiga tions  have b een  u n derta ken  in to th e m otiva tion  o f 
a n cilla ry s ta ff u s in g M as low 's  n eed  cla ss ifica tion , the au th or felt it w a s  n ecessa ry 
to exp lore the relia b ility o f the item s  cons idered  to reflect in d ividu a l needs .
Th e resu lts  o f the fa ctor ana lys is  w ere therefore con s idered  in  term s  o f the 
p roportion  o f the va ria n ce th a t the item  con trib u ted  to the fa ctor, and  n ot in 
rela tion  to other item s  th ou gh t to opera tiona lise the sam e need . Th is  exp lora tory 
approach  m a y have b een  b eneficia l to others  w h o d irectly tes ted  the n eed s  and 
a s su m ed  their  n a tu re. In  fa ct Payne (1970) fou nd  th a t Porter’s N eed  S a tis fa ction  
Q u estionna ire (N SQ ) th a t w a s  frequ en tly b u ilt u pon  (Rob erts  et al, 1971; H erm an 
and  H u lin , 1973; M itchell and  M ou dgill, 1976) con ta in ed  inva lid  m ea su res  o f 
needs . H e exp lored  the rela tionsh ip  b etw een  es ta b lish ed  m ea su res  o f extra vers ion  
and  a spects  o f w ork  b eh a viou r u s in g  the N S Q , and  fou nd
“quite formidable inconsistencies in the relationships betw een the 
individual characteristics and different NSQ  items supposedly  
measuring the same needs” (p. 253).
Th is  fin d in g w ou ld  im p ly th a t the resu lts  o f Porter’s s tu dy and  a ll th ose th a t have 
em ployed  the N SQ  or b een  in flu enced  b y h is  in terp reta tion s  o f the need s  
(in clu d ing the cu rren t inves tiga tion ) a re n ow  qu estionab le. H ow ever P a yn e’s 
find ings  m a y have b een  the resu lt o f h is  a da pta tion  o f the N S Q  for fa ctory w orkers  
th a t inclu ded  d is rega rd in g som e item s, and so w a s  n ot a  tes t o f Porter ’s m easu re 
in  its  en tirety or in  the sam e context. N evertheless  th is  d em on stra tes  th e n ecess ity 
to exp lore the na tu re o f w orkers ’ m otiva tion  eith er in  a  p relim in a ry exp lora tion  
u s in g a  phen om en ologica l approach  or b y repea tin g the sam e sea rch in g tes t to 
es tab lish  item  reliab ility.
S om e m a y a rgu e th a t th is  is  a  b ia sed  approach  to tes tin g a  m odel s in ce w h a tever 
resu lts  em erge a re p resu m ed  to b e tru e m ea su res  o f n eeds  and  a re in terp reted  as  
su ch . H ow ever there are gu idelin es  for es ta b lish in g the relia b ility o f fa ctor a na lytic 
resu lts  (e.g. m a rker va riab les , sam ple size), in tern a l con s is ten cy o f m ea su res  
(C ronb ach  a lpha ) and va lid ity (M as low 's  descrip tions , oth er resea rchers ) so, as 
w ell a s loca tin g s ta tis tica lly relia b le resu lts  one can  a lso con fiden tly exp lore the 
pa ttern  o f m otiva tion  in  the w orkers .
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Th e resu lts  h a ve show n  th a t five p rincip le com ponen ts  h ave em erged  in  the need  
sa tis fa ction  and  n eed  im portance o f the N H S  a n cilla ry s ta ff th a t a re s ta tis tica lly 
s ign ifica n t a nd  m eet a ll relia b ility tests . U s in g M a s low 's  n eed  descrip tions  and 
su b sequ en t opera tiona lisa tions , these com pon en ts  closely correspond  to fou r o f 
the five need  cla ss ifica tions  in  the m odel and  a  n ew  sou rce o f m otiva tion . Th ese 
are Safety, Love and Belongingness, Esteem  and Sel f -actual isat ion  and  
Inst i tut ional  Safety.
Previou s  inves tiga tion s  o f M as low 's  n eed  cla ss ifica tions  have fou nd  su pport for 
som e o f the needs , b u t like the cu rren t s tu dy none have fou nd  su pport for all. 
Th ose w h o have fa ctor a na lysed  resu lts  ga th ered  u s in g Porter ’s N S Q  have fou nd 
va ryin g n u m b ers  o f needs  for d ifferen t sam ples  o f w orkers . Rob erts  et al (1971) 
fou nd  2 - 4  need s  in  their exam ina tion  o f m a n a ger’s respon ses  to h ow  m u ch  o f a  
need  there ‘shou ld  b e’, ‘is  n ow ’ and its  ‘im p orta n ce’. Th ey con s is ten tly fou n d  
su pport for a  Recogn ition/  G row th/  S elf- a ctu a lisa tion  n eed  and  one for E steem / 
Prestige, b u t item s  rela tin g  to love and  b elon gin gn ess  and  sa fety n eed s  did  n ot 
load  as sepa ra te factors . A lth ou gh  their resu lts  do su gges t th a t the 380 m a na gers  
in volved  in  the resea rch  a re on ly m otiva ted  b y h igh er order needs, it w ou ld  be 
w ron g  to genera lise these resu lts  to a ll w orkers . Th e resu lts  m a y on ly b e tru e for 
those th a t are a t su ch  an estab lished  stage o f th eir ca reers  th a t low er need s  for 
sa fety and love and  b elongingness  are secu red  and  so a re no lon ger sou rces  o f 
m otiva tion . B u t th is  m a y n ot b e tru e for those low er dow n  th e orga n isa tion  or in  
other indu stries .
Pa yn e’s (1970) s tu dy o f the m otiva tion  o f fa ctory w orkers  in  the U K is  m ore 
com parab le to the cu rren t inves tiga tion  o f an cilla ry s ta ff s ince b oth  occu py low  
level pos ition s  w ith in  organ isa tions . U s in g  the N S Q , Payne fou n d  2 sou rces  o f 
m otiva tion  in  the fa ctory w orkers  th a t w ere ‘gen era l n eed  sa tis fa ction ’ and  ‘genera l 
need  im p orta n ce’. Th e n u m b er and  na tu re o f the need s  fou nd  therefore w ere 
u n su pportive o f M as low 's  u n iversa l cla ss ifica tions  o f m otiva tion . Th ese resu lts  
w ere a lso repea ted  w ith  a  grou p  o f m a nagers  th a t w ere pos tgra du a te stu den ts , 
w h ich  w a s  u sed  to extend  the genera lisa b ility o f these fin d in gs  and  the evid ence 
aga in s t M as low 's  m odel. Payne chose to fa ctor ana lyse the respon ses  to the 
‘im p orta n ce’, ‘is  n ow ’ and ‘shou ld  b e’ va lu e o f the n eed  a t th e sa m e tim e w h ich  
m a y in  fa ct skew  the resu lts , s ince m otiva tion  is  con s idered  on very d ifferen t levels  
a t the sam e tim e. Th e redu ction  o f w orker’s cu rren t m otiva tion  and  feelings  o f 
dissonance to a  genera l sa tis fa ction  n eed  and  a  gen era l im porta n ce need , m a y 
therefore n ot b e a  tru e rep resen ta tion  o f m otiva tion  -  cu rren t or fu tu re. As
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p reviou s ly m en tioned , Payne qu estioned  the va lid ity o f the N S Q  w h ich  w ill a lso 
im p a ct on h is  find ings , a s  he su ggests
“It seems that measures that w ill differentiate between the needs 
proposed by Maslow  w ill require different methods that have been 
employed here.” (1970, p. 264).
In  th is  p resen t stu dy, the opportu n ity to investiga te cu rren t m otiva tion  a n d  its 
im porta n ce w a s  rega rded  as a  chance to tes t the relia b ility o f the exp lora tory item s  
th rou gh  test- retest, and  w a s  seized. It w a s  n ot con s idered  a ppropria te to tes t need  
sa tis fa ction  and need  im porta nce qu estions  a t the sa m e tim e s in ce th ey are 
a s sess in g 2 very d ifferen t a spects  o f m otiva tion  w h ich  a ccord in g to M a s low 's  
m odel sh ou ld  b e in  an tithes is . Th e m a jority o f s tu d ies  th a t have u sed  th e N S Q  and  
ga thered  responses  to the ‘im p orta n ce’, ‘is  n ow ’ and  ‘shou ld  b e’ va lu e o f the need  
a t the sam e tim e have either focu sed  u pon  the p rocess  o f m otiva tion  (in clu d in g 
Porter, 1961) or like Payne fa ctor a na lysed  a ll the respon ses  a t the sam e tim e. The 
com pa ra b ility o f resu lts  from  these p reviou s  stu d ies  and  th ose o f the cu rren t 
inves tiga tion  m a y therefore b e in flu enced  b y these d is tin ction s  as w ell as  the 
m eth ods , s ta tis tica l ana lys is  and sam ples  u sed.
H all and  N ou ga im  (1971) adopted  another app roach  to tes tin g M a s low 's  model, 
and  aga in  show s  d ifferen t resu lts . Th ey developed  th eir cla s s ifica tion s  o f 
m otiva tion  th rou gh  annu a l in terview s  w ith  49 m anagers . N in e n eed  ca tegories  
w ere em p irica lly derived  th rou gh  coding, th a t w ere then  colla psed  in to 4 a priori 
n eed  levels . Th ese w ere S elf- actu a lisa tion , Ach ievem en t and  E steem , A ffilia tion  
and  S a fety and  are la rgely s im ila r to those needs  fou nd  in  the a n cilla ry s ta ff 
desp ite th e con tra s t in  the level o f s ta ff th a t pa rticipa ted  in  each  in vestiga tion . 
A lth ou gh  the 9 ca tegories  on w h ich  the needs  w ere b a sed  w ere em p irica lly fou nd, 
the cla ss ifica tion s  w ere form ed  on an  a  priori b a s is  u s in g M as low 's  descrip tion s  
ra th er than  rob u s t s ta tis tica l techn iqu es . Th ese cla ss ifica tion s  w ere then  u sed  to 
s ta tis tica lly tes t the p rocess  o f m otiva tion  th a t M a s low  p roposed , and  w ill b e 
cons id ered  in  C hapter 11, b u t the p rocedu re for th eir d evelopm en t is 
qu estionab le. W ith  so few  m anagers  in  the sample, th e gen era lis a b ility o f the 
resu lts  to other m anagers , ou ts ide the com pa n y or cou n try and  w ith  d ifferen t 
edu ca tion a l and  socia l b ackgrou nds , is  u ncerta in . B y u n d erta k in g a  lon gitu d in a l 
s tu dy th a t in volved  repea tin g the in terview  annu ally, it m a y h a ve d eveloped  a  
response b ia s  th a t w ou ld  aga in  qu estion  the relia b ility o f the resu lts , even  thou gh  
these stu d ies  are u sefu l for u n ders ta n d in g trends  and  m a tu ra tion  in  m otiva tion .
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A lth ou gh  a  s im ila r set o f n eed s  therefore w ere fou nd  in  the m a n a gers  as tha t 
show n  for the N H S  an cilla ry sta ff, the p rocess  b eh in d  the resu lts  a lso needs  to b e 
cons idered  and  ha s  redu ced  th is  con firm ation .
A s  show n  in  C h a pter 2 A ld erfer (1967) in trodu ced  a  m od ified  vers ion  o f M as low 's  
five level m odel w ith  th ree needs  for E xis tence, Rela tedness  and  G row th . B oth  the 
qu estion n a ire and  in terview  responses  th a t he ga thered  from  300 em ployees  in  a  
U S  m a n u fa ctu rin g organ isa tion  on  their  n eed  sa tis fa ction  and  n eed  im portance 
su pported  these 3 p rincip le com ponen ts  to their  m otiva tion . Th e fa ctor and 
con ten t a na lyses  o f the da ta  d id  in  fa ct show  five con s titu en ts  o f m otiva tion  th a t 
w ere Pay, Fringe B enefits , Respect from  S u periors , Respect from  Peers  and 
G row th . H ow ever the item s  in clu ded  in  the resea rch  w ere des ign ed  to specifica lly 
reflect these in terp reta tions  o f the E xistence, Rela tedness  and  G row th  needs, so 
th e fin d in gs  w ere considered  to su pport the th ree- fold  conceptu a lisa tion .
It is  deb a tab le w h eth er A ld erfer ’s vers ion  o f M as low 's  m odel is  an  accu ra te 
exp lana tion  o f h u m an  m otiva tion . S u rely m otiva tion  for resp ect from  peers  is  a t a  
d ifferen t level or o f a  d ifferen t n a tu re to ga in in g resp ect from  su periors , b u t 
A ld erfer has  chosen  to grou p an  in d ividu a l’s m otiva tion  for frien d sh ip  w ith  those 
for esteem , prestige and recogn ition . Th ere has a lso b een  su pport from  
su b sequ en t stu dies  (e.g. H a ll and  N ou ga im , 1968) for E s teem  and  A ffilia tion/  Love 
and  b elon gin gn ess  to b e sepa ra te sou rces  o f m otiva tion  for em ployees  and  so 
aga in  qu estions  the va lid ity o f th is  com pon en t in  A ld erfer ’s m odel. Th is  w a s  
echoed  in  the m otiva tion  o f the N H S  an cilla ry sta ff, w h en  resp ect from  co-w orkers  
loa ded  d is tin ctly from  the respect o f su periors , a longs id e oth er item s  th a t w ere in  
close correspondence to M as low 's  love and b elon gin gn ess  and  es teem  n eed s  
respectively. Th e resu lts  o f th is  resea rch  ca n n ot th erefore b e su pportive o f th is  
th ree-w a y m odel o f m otiva tion  for th is  rea son  and  b eca u se relia b le and  va lid  
su pport h a s  b een  show n  for  m ore cla ss ifica tions . A ga in  the d ifferen ces  m a y b e du e 
to the type o f s ta ff in volved  in  the resea rch , and  th e con firm a tory n a tu re o f the 
p rocedu re adopted  to m easu re the E RG  theory.
C on s idera tion  w ill n ow  b e given  to the n a tu re o f th e need s  fou n d  to form  th e N H S  
an cilla ry s ta ffs  m otiva tiona l stru ctu re, and  in  tes tin g Resea rch  Q u estion  I, w h a t 
su pport can  b e given  to the cla ss ifica tions  u sed  in  M a s low 's  m odel.
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Th e low es t n eed  fou nd  to m otiva te the a ncilla ry s ta ff w ere safety  needs. Th ey w ere 
m otiva ted  in  need  sa tis fa ction  and  im portance b y job  secu rity and  ra te o f pay, and  
the lon ger- term  sa fety n eed  o f a  good  pens ion  schem e. Th ese ca n  p rovide the 
stab ility, p red icta b ility and  order in  a  w orker’s life, and  in  ou r econ om ica lly d riven  
society, these m ea su res  can  a lso a ss is t w ith  b ein g sa fe from  harm . A  fu rth er 
sou rce o f p red icta b ility th a t a lso m easu red  s ta ffs  s a fety n eed s  w a s  the nu m b er o f 
days  annu a l leave th a t the an cilla ry w orkers  received . Th e opportu n ity to plan  
a rou nd  the w ork  role w ill u n d ou b ted ly a llow  stab ility, rou tin e and  con s is ten cy in  
a ll a rea s  o f life. Th e item s  fou nd  to co- va ry in  the n eed  sa tis fa ction  and need  
im porta n ce ana lyses , show ed  s trong evidence for the exis tence o f s a fety need  
m otiva tion . Fu rther com m ents  m ade in  the focu s  grou ps  rela tin g to pay, job  
secu rity and  annu a l leave a lso va lida ted  the sa fety item s  in  the s ta ffs  m otiva tion .
Th e item s  loa d in g on th is  n eed  are a lso close to A ld erfer ’s E xis tence, w h ich  he 
describ ed  as ha vin g
“physical or material end points; they are reached by individuals
getting absolutely or relatively enough * (1967, p. 509).
Th is  ca n  a lso b e cons idered  releva n t to the item s th a t have ch a ra cterised  th is  
n eed  for the an cilla ry staff, pa rticu la rly s ince A ld erfer a lso u sed  p a y and fringe 
b enefits  to opera tiona lise h is  need. It cou ld  b e th erefore th a t th is  is  a  m ore 
su itab le exp lana tion  for the low es t sou rce o f m otiva tion  for  w orkers  than  th a t 
describ ed  b y M as low  especia lly s ince phys iologica l n eeds  d id  n ot load  as a  d is tin ct 
and  iden tifia b le sou rce o f m otiva tion  for the a n cilla ry s ta ff in  the w orkp la ce. Item s 
m ea su rin g phys iologica l n eeds  w ere des igned  to reflect the cu ltu ra l con text o f the 
w orkp la ce and  the na tu re o f the society, w h ere fin a n cia l rew a rd  is  u sed  to b u y 
food  and  shelter. H ow ever it h a s  now  b een  recogn ised  th a t b eca u se su rviva l is 
gu a ra n teed  in  w es tern  society th rou gh  the w elfa re sta te, p eop le a re m otiva ted  to 
im prove and  secu re the b a s ic ph ys iologica l needs , b u t th is  m otiva tion  is from  a  
h igh er type o f n eed  (e.g. s a fety and esteem ). S ta ff in  th e focu s  grou p  in vestiga tion s  
a lso fa iled  to m en tion  m otiva tion  for b a s ic su rviva l, su ch  as  the n eed  for food  and 
shelter, w ith  em phas is  in s tead  b eing on im m ed ia te fin a n cia l secu rity, su ch  as pay, 
job  secu rity th a t are cons idered  to reflect sa fety needs .
A lth ou gh  item s  w ere in clu ded  to specifica lly m ea su re ph ys iologica l n eeds  
(fin ancia l rela ted ) th ey still loaded  w ith  those des ign ed  to m ea su re s a fety needs . It 
m a y therefore b e im proper to d is tingu ish  b etw een  ph ys iologica l and  s a fety n eeds
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in  w orkers  and  so m ore a ppropria te to u se A lderfer 's  re- cla s s ifica tion  o f these 
low es t n eeds.
Th e item s  th a t have loaded  on  th is  need  h ow ever are so close to M as low 's  
descrip tion  o f the sa fety n eed  and  the n a tu re o f m otiva tion  th a t th ey are 
cons idered  to develop , tha t it m a y b e m ore releva n t to su pport th is  need  than 
A ld erfer 's  E xis tence need. M as low  offers  a  m ore 'p sychologica l' view  o f the natu re 
o f m otiva tion  for the sa fety th a t fina ncia l m ea ns  p rovid e in  ou r society ra th er than  
as A ld erfer su ggests  ju s t b ein g  m a teria l ends  in  th em selves . Th e s tab ility, 
p red icta b ility a nd  con s is ten cy th a t pay, job  secu rity, a nnu a l lea ve and a  pension  
schem e p rovides  is  an exp lana tion  th a t the au thor is  m u ch  m ore sym pathetic 
w ith , than  them  s im ply b ein g m a teria l ends.
Th e n ext cla ss ifica tion  o f n eed s  fou nd  in  su pport o f M a s low ’s th eory o f h u m an  
m otiva tion  w ere love and belongingness  needs . In  the w orkp la ce, s ta ff w ere 
m otiva ted  b y good  rela tions  w ith  th eir im m ed ia te co-w orkers  and  p la yin g an equ a l 
p a rt in  deliverin g the service, w h ich  a ccords  w ith  M a s low 's  descrip tion  o f the need . 
Ind ividu a ls  a re m otiva ted  in  th is  need  for a ffectiona te rela tionsh ip s , a  sense o f 
b elon gin g and  b ein g accep ted  b y others  and so it is  a p tly m ea su red  b y co-w orker 
rela tions  and  p la yin g an equ a l p a rt in  the team . A lso m ea su rin g th is  n eed  w a s  the 
im porta n ce o f a  frien d ly a tm osphere, p ride in  service and  a  good  m a n a gem en t 
style w h ich  aga in  is  cons idered  to appea l to M as low 's  in clu s ion  o f a ffectiona te 
rela tion sh ip s  and b ein g a ffilia ted  and accepted  b y oth ers  to describ e love and 
b elon gin gn ess  m otiva tion . Th ere is  gen era lly a  tea m  b a sed  a pp roa ch  to the 
delivery o f su pport services  in  the N H S, especia lly for dom estics  (com pris in g 62%  
o f the sam p le) w h o are a ss igned  to team s  and  a lloca ted  p a rticu la r w a rd/  a reas  in 
the hosp ita l. Th e p ride one takes  in  the service d elivered  w ill th en  en com pa ss  th e 
w ork  o f other team  m em b ers , and so can  b e rega rded  as a  sense o f b elon gin gn ess  
and  a ffilia tion  to others. Th e im portance o f the n eed  as  a  sou rce o f m otiva tion  and  
its  releva nce w a s  a lso con firm ed  in  the focu s  grou p s  w ith  4 ou t 5 grou p s  citin g 
th is  as an im porta n t a spect o f the w ork  role. A ll s ta ff m a de referen ce to co-w orker 
and  team  rela tions, and th ose referrin g to p ride u sed  the term s  Tetting collea gu es  
d ow n ’ and  ‘doing you r b es t’ w h ich  is  cons id ered  to illu s tra te its  con n ection  to 
b elon gin gn ess  and  a ffilia tion . S trong su pport th erefore ha s  b een  show n  for  an 
iden tifia b le sou rce o f m otiva tion  th a t is close to M a s low 's  love and  b elon gin gn ess  
need.
Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's theory o f  mot i vat i on to anci l lary st a f f
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Item s  m ea su rin g s ta ffs  a ttitu de tow a rds  co-w orkers  have a lso b een  in clu ded  b y 
oth ers  to m ea su re love and  b elongingness  needs  or a  'socia l' need . For those tha t 
do n ot p rescrib e the na tu re o f each  need  b y con trollin g the m easu res , ana lys is  has 
show n  these item s  to load  w ith  esteem  n eed  item s  ra th er than  b ein g a  d is tin ct 
sou rce o f m otiva tion . Item s  rela tin g  to co-w orker rela tion s  h a ve therefore b een  
la b elled  as m otiva tion  for 'p restige and fu lfilm en t' (Rob erts  et al, 1971) or 
'rela tedness ' (Alderfer, 1967) b ecau se o f their  correspon den ce w ith  es teem  needs. 
Perhaps  these find ings  have resu lted  from  the n a tu re o f the sa m ples  in clu ded  in  
the resea rch , b oth  for the a forem en tioned  s tu d ies  and  th is  cu rren t inves tiga tion . 
B ecau se p reviou s  stu dies  have inclu ded  sam ples  o f w orkers  th a t occu py m u ch  
h igh er pos ition s  w ith in  an organ isa tion  than  th e a n cilla ry sta ff, it m a y b e th a t 
th ey rega rd  rela tion sh ips  w ith  colleagu es  on  a  m u ch  m ore fu n ction a l and  p ractica l 
level, than  on  a  person a l b as is  for a ffilia tion  and  friendsh ip . Th e N H S  an cilla ry 
s ta ff a re a t the oppos ite end  o f th is  sca le w h ere th ey regu la rly w ork  closely w ith  
co-w orkers  in  team s  and  have the opportu n ity to ch a t du rin g w ork  and  b reaks  so 
form in g friendsh ips . Th is  m a y exp la in  the rea son  for th is  d is tin ct sou rce of 
m otiva tion  in  the an cilla ry sta ff, and n ot one for those p reviou s ly fou nd  in  other 
em pirica l tests. A lth ou gh  the relia b ility o f th is  fin d in g to a n cilla ry s ta ff firs t n eeds  
to b e tes ted  (and  is  done so in  the n ext chapter), th e d ifference in  these resu lts  
qu estions  the gen era lisa b ility o f these n eed s  to oth er s ta ff a t h igh er levels  o f the 
organ isa tion . Perhaps  the m otiva tion  for a ffiliation , a ffection a te rela tion sh ips  and 
a  sense o f b elon gin g  d isappea rs  as one m oves  u p  th e organ isa tion , ta k in g on m ore 
respon s ib ility and  a  m ore p rofess iona l role, w ith  less  tim e and  op p ortu n ity for 
these rela tion sh ips  to b e developed. S hou ld  th is  b e tru e th en  it a lso qu estions  the 
genera lisa b ility o f the find ings  o f p reviou s  s tu d ies  in  m ore p rofess ion a l s ta ff th a t 
h a ve conclu ded  th a t these needs  are n ot app ropria te sou rces  o f m otiva tion  per se. 
A lth ou gh  M a s low  a rgu ed  th a t these are u n iversa l needs , the en viron m en t s till ha s  
to b e crea ted  for them  to b e rea lised  w h ich  m a y th erefore n ot b e the ca se for th ose 
p reviou s ly s tu d ied  b u t the needs  do a ctu a lly exis t w ith in  u s  all.
Th e d iscovery o f love and b elongingness  needs  in  the a n cilla ry s ta ff cou ld  a lso b e 
the resu lt o f the p redom in a n t gender in the sam p le. 70%  o f the sa m p le w ere 
fem a le and th ey m a y have a  grea ter  n eed  for a ffilia tion , a ffection , frien d sh ip  and  a  
sense o f b elon gin g than  m ale a ncilla ry sta ff. Th is  cou ld  a lso exp la in  the la ck  o f 
em pirica l su pport in  the a forem en tioned  stu d ies. A lth ou gh  th is  in form a tion  w a s  
n ot p rovided  in  the stu d ies , it is  likely th a t m a nagers  in  U S  m a n u fa ctu rin g firm s  
in  1967 (Alderfer) and 1971 (Rob erts  et alj w ill p red om in a n tly b e m a le a n d  so 
w ou ld  dom in a te the sam p le and the na tu re o f m otiva tion  th a t w a s  conclu ded  from
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th e resu lts . Th is  im pa ct o f gen der on the resu lts  w ill b e con s idered  fu rther for 
a n cilla ry s ta ff in  C hapter 9.
Esteem  need s  w ere a lso fou nd  to be a  sou rce o f m otiva tion  in  the an cilla ry staff. 
M ea su res  o f th is  need  rela ted  to orga n isa tion a l p rocedu res  su ch  as  h avin g 
su ggestions  lis ten ed  to and  com p la in ts  system s , and  rela tion s  w ith  oth ers  in  the 
orga n isa tion  th a t con trol th e w ork  role. Th e qu a lity o f m a n a gem en t rela tions  and 
the level o f tru s t held  for m a n a gem en t m easu red  th is  need  as w ell as  con ta ct w ith  
clin ica l s ta ff and  patients . Th e organ isa tiona l system s, rela tion s  w ith  su periors  
and  cu s tom ers  can  a ll b e cons idered  to p rovid e the op p ortu n ity for  recogn ition , 
respect, apprecia tion , ca pa b ility and the adequ a cy o f b ein g u sefu l to the w orld .
Th e resu lts  o f the focu s  grou ps  a lso em pha s ised  the im porta n ce o f rela tions  w ith  
su pervisors  and  m anagers , b u t especia lly the con ta ct the a n cilla ry s ta ff h a d  w ith  
pa tien ts  w ith  com m en ts  like, *1 a lw ays  sa y pa tien ts  com e firs t no m a tter w h a t.’ The 
con ta ct th a t s ta ff h ad  w ith  these peop le p rovid ed  the scope for esteem , from  the 
apprecia tion  exp ressed  b y pa tien ts , respect from  others  ou ts id e the w orkp la ce for 
h elp in g pa tien ts  and  the person a l sense o f a ch ievem en t th a t su ch  con ta ct 
nu rtu res . O nce aga in  the resu lts  p oin t to su pport th is  pa rticu la r need  
cla ss ifica tion  iden tified  b y M aslow .
In  p reviou s  tests  w h ere es teem  need  item s  have b een  con trolled , th ere h a s  b een  
low  correla tion  b etw een  the item s , or an overlap  w ith  a u ton om y n eed  item s  th a t 
m a n y u s in g Porter's  N SQ  have inclu ded  (e.g. H erm an  and  H u lin , 1973). O th ers  
h a ve show n  them  to overlap  w ith  love and b elon gin gn ess  or self- a ctu a lisa tion  
(Rob erts  et al, 1971; Alderfer, 1967) and so have resu lted  in  a  rejection  o f es teem  
as a  d is tin ct sou rce o f m otiva tion . Th e item s  th a t h a ve loa ded  h ere for the N H S  
a n cilla ry s ta ff are considered  to be very close to M as low 's  d escrip tion  th ou gh  and  
w ill u n d ou b ted ly p rovide opportu n ities  for recogn ition , resp ect and  apprecia tion  
b eca u se o f the na tu re o f their rela tionsh ips . It cou ld  b e th a t th is  d ifferen ce is  once 
aga in  in flu enced  b y the low  level na tu re o f the sam p le (com pared  to th ose u sed  in  
p reviou s  stu d ies ) w h o w ill b e u n der a  grea ter degree o f su pervis ion  and  so have a  
m ore form a l and  regu la r rela tionsh ip  w ith  their  su periors . C on ta ct w ith  th em  and 
th eir su periors  w ill b e the a n cilla ry s ta ffs  chance for recogn ition  and  respect, as 
w ell as from  d irect rela tions  w ith  their cu s tom ers  com pa red  to the n a tu re o f 
rela tion s  th a t m a na gers  or p rofess iona ls  m u s t h a ve w ith  th eir su periors .
B ecau se love and  b elongingness  and esteem  need s  have b een  fou n d  as  d is tin ct 
sou rces  o f m otiva tion  for N H S  ancilla ry sta ff, it p rovides  eviden ce a ga in s t
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A lderfer 's  adapta tion  o f th is  pa rticu la r a spect o f M a s low 's  m odel. H is tes t o f th is  
a ltern a tive did  in  fa ct show  su pport for s ta ff to b e m otiva ted  b y item s  rela tin g  to 
'Respect from  Peers ' and  'Respect from  S u periors ', b u t he had  u sed  th ese to 
opera tiona lise th e Rela tedness  need  and  so did n ot in terp ret th e resu lts  as 
sepa ra te sou rces  o f m otiva tion . H e in corpora ted  b oth  o f these a spects  o f w ork in g 
rela tion s  as m ea su res  o f Rela tedness  tha t
"refer to emotional states w ith regard to specific other people; the 
process fo r attaining them consists o f two or more people sharing their 
thoughts and feelings" (Alderfer, 1967, p. 509)
Peop le have rela tions  w ith  others  th a t a re o f a  very d ifferen t n a tu re, dep en d in g on 
m a n y va ria b les  su ch  as th eir b ackgrou nd , p a s t rela tion s  and  th eir form ality. 
B ecau se these rela tions  and  the feelings  a ssocia ted  w ith  th em  va ry so w id ely, it is 
cons idered  too s im plis tic to grou p them  a ll togeth er u n d er one 'Rela tedness ' 
ca tegory. Th e resu lts  fou nd  for the an cilla ry s ta ff su gges t th a t m otiva tion s  for 
in form a l rela tions  w ith  co-w orkers  are com pletely d ifferen t to m otiva tion s  from  
m ore form a l rela tions  w ith  su periors  and  cu stom ers . Th ese fin d in gs  a re therefore 
m ore su pportive o f M as low 's  origina l cla ss ifica tions  for love and  b elon gin gn ess  
and  esteem  than  A ld erfer 's  over- s im plified  adapta tion .
Th e fina l n eed  th a t closely corresponded  w ith  M a s low 's  need  descrip tion s  w a s  
s e lf-actualisation. Th is  how ever w a s  on ly fou nd  in  the need  im porta n ce o f the 
a n cilla ry s ta ff and  perha ps  s igna ls  the cu rren t m otiva tion a l sta te o f the sam ple. 
S ta ff ra ted  opportu n ities  for tra in ing, m u lti-skilling, va riety in  acqu ired  skills  and  
p rom otion  as im portant, b u t s im ila r item s  u sed  to m ea su re n eed  sa tis fa ction  
in s tea d  co-va ried  w ith  esteem  needs. Th is  resu lt for n eed  im porta n ce cou ld  have 
a risen  for a  nu m b er o f reasons .
Firs tly, a ccord in g to M a s low 's  th eory th is  w ou ld  ind ica te th a t s ta ff a re m otiva ted  
to develop  them selves  and grow  in  the w ork  role, b u t h a ve n ot cu rren tly ach ieved  
th is  and  so rem ain s  a  sou rce o f m otiva tion . M a s low  did  exp la in  th ou gh  th a t the 
u ltim a te need  can  never b e sa tis fied, as  sa tis fa ction  on ly s tim u la tes  m ore 
m otiva tion , so it w ill a lw ays  b e im portant. S econ d ly it cou ld  b e th a t the a n cilla ry 
s ta ff a re m otiva ted  b y self- a ctu a lisa tion  b u t the m a n a gem en t style and  
orga n is a tiona l cu ltu re do not a llow  th is  to b e rea lised , so for th e m om en t is  a  
sou rce o f m otiva tion  b u t one th a t m a y b e deadened  if opportu n ities  a re n ot 
crea ted  soon. O pera tiona l s ta ff are often  seen  as  b ein g qu ite low  dow n  th e
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orga n isa tion a l stru ctu re, so the grow th  opportu n ities  offered  m a y n ot b e those 
th a t a ppea l to their person a l self- a ctu a lisa tion , th a t m a y n ot even  fea tu re in the 
w orkp la ce. S ou rces  o f m otiva tion  ou ts ide o f w ork  m a y m otiva te these s ta ff to 
b ecom e a ll th ey can  b ecom e, su ch  as fa m ily and  hom e life, frien d s  or the w ider 
com m u nity, and so th ey m a y n ever b e sa tis fied  in  th e w orkp la ce. It cou ld  a lso b e 
poss ib le th a t the self- a ctu a lisa tion  need  did n ot em erge in  n eed  sa tis fa ction  
b eca u se it w a s  n ot concep tu a lis ed  in  an a ppropria te form  for these w orkers  and  so 
its  fa ilu re to load  as a  d is tinct sou rce o f m otiva tion  is  the resu lt o f the 
m ethodology. B u t m a n y references  w ere m ade to the item s  m ea su rin g self-  
a ctu a lisa tion  in  the focu s  grou ps  b oth  pos itive and  nega tive, w h ich  va lida tes  the 
a ppropria teness  o f su ch  qu estion ing, and d ism is ses  th is  poten tia l fa u lt o f the 
m ethod .
Th ere h a s  b een  m u ch  su pport in  p reviou s  stu d ies  o f M as low 's  m od el o f m otiva tion  
for the exis tence o f a  grow th  need. Rob erts  et al (1971) fou nd  m a n a gers  to b e 
m otiva ted  b y the n eed  for p rofess iona l and  person a l grow th  and  for a dvancem en t, 
a lthou gh  th is  w a s  on ly show n  w ith  con fidence in  th eir need  im p orta n ce (as show n  
here), b u t loa ded  w ith  esteem  and a u ton om y need s  w h en  a sked  h ow  m u ch  there 
'shou ld  be' and 'is now '. A ld erfer (1967) a lso con firm ed  a  grow th  n eed  in  h is  s tu dy 
w ith  a  defin ition  close to the na tu re o f the item s  fou n d  for the a n cilla ry staff. H e 
describ ed  grow th  m otiva tion  as referrin g  to:
"the solutions o f problems w hich lie w ithin the actual or potential 
capabilities o f the person. Integrating and/ or differentiating one's talents 
are the processes fo r satisfying grow th needs." (1967, p. 509).
Th is  cou ld  b e done th rou gh  tra in ing, job  va riety and  prom otion , and  is  aga in  close 
to th e lea rn in g skills  and ab ilities  w ith  w h ich  A ld erfer ch ose to opera tion a lise the 
need.
In  u n coverin g fou r o f M a s low 's  five needs  as sou rces  o f m otiva tion  for th e N H S  
an cilla ry sta ff, b a s ic su pport ha s  b een  show n  for th e app rop ria ten ess  o f the n eed  
cla ss ifica tions . Fu rth er inves tiga tion  o f these n eed s  a cross  a  w id er sa m p le o f 
pu b lic sector an cilla ry s ta ff w ou ld  help  to es ta b lish  the relia b ility o f the fin d in gs  
an d  su b sequ en t a ffirm ation  or refu ta tion  o f Resea rch  Q u estion  I. O th er s tu d ies  
h ave fa iled  to find  em pirica l su pport for so m a n y o f the need  cla s s ifica tion s  show n  
here. Previou s  su pport ha s  b een  show n for a  com b in ed  love and  b elon gin gn ess  
and  esteem  n eed  (A lderfer, 1967 -  Rela tedness) or for on ly es teem  and  grow th
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needs , h ow ever the sam ples  inclu ded  con tra s t s ign ifica n tly w ith  th e low  level 
em ployees  inclu ded  in  th is  s tu dy and  so qu estions  th e gen era lis a b ility o f their 
find ings . Th e n a tu re o f these fin d in gs  h a ve b een  con s idered  as  w ell a s  the 
a ltern a tives  th ey p ropose b u t there is  s till cons id ered  to b e m u ch  m ore 
correspon den ce b etw een  the needs  iden tified  in  the a n cilla ry s ta ff and  those 
describ ed  b y M as low .
B eca u se th is  m odel has  n ot p reviou s ly b een  app lied  to a n cilla ry sta ff, it w a s  
cons idered  n ecessa ry to exp lore the n a tu re o f each  n eed  in  order to ensu re a  
relia b le test. In  th is  exp lora tion  a dd itiona l sou rces  o f m otiva tion  w ere iden tified  in  
the a n cilla ry s ta ff th a t w ere n ot inclu ded  b y M a s low  in  h is  m odel o f hu m an  
m otiva tion . Th e need  for a u ton om y w a s  fou nd  in  n eed  sa tis fa ction  and  rela ted  to 
th e level o f con trol th a t s ta ff experienced . Porter (1961) d is tin gu ish ed  th is  need  
from  M a s low 's  es teem  need  cla ss ifica tion  in  h is  in ves tiga tion  o f th e m otiva tion  o f 
b ottom -  and  m idd le-  m anagers , b u t th is  change w a s  n ot em pirica lly su pported  
an d  still th e descrip tion  o f a u ton om y rem a in s  very close to esteem . Th e n eed  for 
indepen den ce and  respect from  on e’s su periors  can  describ e a u tonom y, b u t it is  
a lso cons idered  to reflect M as low 's  descrip tion  o f th e es teem  need . Th e resu lts  o f 
need  sa tis fa ction  did  ind ica te th a t the item s  m ea su rin g in depen den ce in  th e 
w orkers  s trongly co-va ried  w ith  those rega rd in g rela tion s  w ith  others  and 
orga n isa tion a l p rocedu res , h ow ever in  need  im porta n ce th ey loa ded  a w a y from  
su ch  item s . B ecau se o f the va ria tion  it w ou ld  su gges t th a t qu estions  rela tin g  to 
con trol and independence are n ot appropria te m ea su res  o f es teem  experien ced  b y 
the a n cilla ry sta ff, a lthou gh  th ey w ere su pported  as  va lid  th rou gh  the com m en ts  
m ade in  the focu s  grou ps . Fu rther in ves tiga tion  o f the n eed  in  a n oth er sam p le o f 
a n cilla ry s ta ff is  n eeded  to a scerta in  its  app rop ria ten ess  as a  sou rce o f m otiva tion  
b efore it is  com pletely d ism issed .
A  genera l n eed  for sa tis fa ction  a lso a rose b u t w a s  m ea su red  b y su m m a ry 
qu estions  in clu ded  in  the qu estionna ire as s tren gth en in g item s  for th e need s  on 
w h ich  th ey loaded . B y co-va ryin g together th ey a re n ot con s idered  to m ea su re an y 
o f M as low 's  needs.
A  fu rth er n eed  fou nd  tha t w a s  o f pa rticu la r in teres t w a s  the in s titu tion a l safety  
need. Item s  th a t m ea su red  th is  sou rce o f m otiva tion  w ere rela ted  to TU  
m em b ersh ips  and rela tions  w ith  the TU  rep resen ta tive. D is tin ct from  person a l 
sa fety, th is  need  is  cons idered  to reflect the fa irness , s ecu rity and  p red icta b ility for
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th e in d ividu a l in  the w orkp lace. Tra de u n ion s  a dopt a  collectivis t app roach  to 
ensu re fa irness , s ta b ility and  secu rity o f w orker’s term s  and  cond ition s  o f 
em ploym en t, and  so can  be considered  s im ila r to M a s low 's  sa fety need  
cla ss ifica tion  b u t con fined  to the organ isa tiona l settin g. N o oth er in ves tiga tion  o f 
M as low 's  th eoiy in  the w orkp la ce ha s  fou nd  th is  need , b u t none h a ve in clu ded  
qu estions  rela tin g  to TU  m em b ersh ip . H ad su ch  qu es tion in g n ot b een  in clu ded  in  
the cu rren t inves tiga tion  o f pu b lic sector an cilla ry sta ff, the resea rch  va lid ity 
w ou ld  have b een  com prom ised  as con firm ed  b y the focu s  grou ps . Fu rth er ana lys is  
o f the n eed  in  pu b lic sector a n cilla ry s ta ff is  requ ired  to a scerta in  its  tru e 
app lica b ility in  m ea su rin g their w ork  m otiva tion .
Th e resu lts  o f the N H S  sam ple therefore show  in itia l su pport for Resea rch  
Q u estion  I. Fou r o f the five n eed  cla ss ifica tion s  o f h u m a n  m otiva tion  s ta ted  b y 
M a s low  in  h is  th eory (1943) have b een  con firm ed. Th e needs  for sa fety, love and  
b elongingness , es teem  and  self- a ctu a lisa tion  have a ll b een  iden tified , b u t the m ost 
b a s ic ph ys iologica l n eeds  w ere n ot fou nd. B ecau se the releva n ce o f ph ys iologica l 
n eeds  in  W estern  society is  u nsu re, especia lly in  the w orkp la ce settin g it cannot 
b e cons idered  to d isp rove Resea rch  Q u estion  I. In  view  o f th is , s ligh t a ltera tion  
shou ld  b e m ade to Resea rch  Q u estion  I for fu rth er in vestiga tion s . Ra ther than  
tes tin g the p resence o f five needs  in  hu m an  m otiva tion  as  M a s low  origin a lly 
describ ed , on ly fou r o f the needs  can  b e cons idered  a ppropria te for the m otiva tion  
in  the w orkp lace.
Th e relia b ility o f the in s titu tiona l sa fety n eed  w ill a lso b e con s idered  in  the 
follow in g in vestiga tion  w ith  a  fu rther sa m ple o f a n cilla ry sta ff. Th e excitin g 
d iscovery o f a  n ew  w orkp la ce specific n eed  to these s ta ff su ggests  an  extra  sou rce 
o f m otiva tion  n ot p reviou s ly identified . In  tod a y’s w orkp la ce th ere is  in crea s in g 
a w a reness  o f on e’s rights, term s and  cond ition s  o f em p loym en t and  in d ividu a ls  
n ow  appea r m otiva ted  to p rotect them , pa rticu la rly in  the G overn m en ta l policy-  
d riven  pu b lic sector. Th e ever- ch a n gin g na tu re o f the N H S  has  m otiva ted  a  lot o f 
w orkers  to adopt collectivis t rep resen ta tion  to m a in ta in  and  im prove their 
w orkp la ce term s and conditions . B u t to es tab lish  th e a pp lica b ility o f th is  n eed  as 
a  sou rce o f m otiva tion  ou ts ide o f the N H S , fu rth er a n a lys is  is n eeded  w ith  an oth er 
sample. Th is  is  a lso necessa ry to tes t the relia b ility o f a ll the resu lts  fou n d  in  the 
N H S  sam ple and  to fu lly a ddress  Resea rch  Q u estion  I. In  the n ext ch a p ters  th ere 
w ill follow  deta ils  o f th is  fu rther investiga tion  and  the su b sequ en t su pport th a t 
ca n  b e es ta b lished  for M as low 's  p roposed  cla ss ifica tion s  o f m otiva tion .
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Es t abl i sh in g  re l iabi l i t y
To fu rth er in ves tiga te the firs t resea rch  qu estion  rega rd in g the need  cla ss ifica tion  
o f hu m a n  m otiva tion , th e qu estionna ire w a s  re- a dm in is tered  to m ore pu b lic sector 
a n cilla ry staff. In  2000, the resea rch  w a s  su ggested  to U n ivers ity FM  M anagers  
w h o are pa rt o f the H igher E du cation  (HE) Resea rch  Foru m  and  th ey chose to 
su pport the in ves tiga tion  in to the na tu re o f th eir a n cilla ry s ta ffs  m otiva tion . E igh t 
u n ivers ities  pa rticipa ted  in  a ssess ing  the m otiva tion  o f th eir ca tering, dom estic 
and  porterin g staff. Th is  p rovided  a  com para tive sam p le to the N H S  an cilla ry sta ff, 
as th ey are on s im ila r pu b lic sector p a y sca les, have s im ila r roles  and  have s im ila r 
developm en t opportu n ities , su ch  as  N VQ s and m u lti-skillin g . B y em ployin g an 
a dd itiona l sam ple, n ot on ly w a s  n ew  da ta  ga thered  to tes t the fit o f M as low 's  
m odel b u t a lso the relia b ility o f the N H S  resu lts  and  th a t o f the qu estionna ire.
Th is  cha pter deta ils  the p rocedu re u n derta ken  w ith  the H E  a n cilla ry sta ff, the 
resu lts  fou nd  and  the im pa ct th a t th is  has  on Resea rch  Q u estion  I - in ves tiga tin g 
the appropria teness  o f fou r o f M a s low 's  five need  cla ss ifica tions  o f h u m an  
m otiva tion .
M e t h o do lo g y
Th e qu estionna ire (Append ix 5) w a s  a dm in is tered  in  the sam e form a t as  th a t u sed  
for the N H S  sam p le, w ith  w ord in g adapted  for the u n ivers ity sector. Tw o qu estions  
w ere exclu ded  th a t w ere the im portance o f 'Contact w ith Nurses’ (qu estion  14o) 
and  ‘Contact w ith Doctors’ (qu estion  14p). N o su ch  com pa ra tive form  o f regu la r 
con ta ct exis ts  for the u n ivers ity an cilla ry s ta ff so the qu es tion in g  b eca m e 
redu ndant. In  the sam e section  ‘Contact w ith patients ’ w a s  rew orded  to a ssess  the 
im porta nce o f ‘Contact w ith students’. Th e in clu s ion  o f th is  va ria b le h a d  a  s im ila r 
ra tiona le to th a t given  for the orig ina l su rvey as deta iled  in  C h a pter 4.
A  s im ila r p rocedu re w a s  u sed  for the dis trib u tion  and  collection  o f the 
qu estionna ires  as p reviou s ly u sed  w ith  the N H S  sam p le. A  copy o f the 
qu estionna ire w a s  sen t electron ica lly to the fa cilities  m a n a ger a t ea ch  u n ivers ity. 
Th ey w ere then  requ es ted  to print, copy and  d is trib u te su fficien t qu es tion n a ires  to
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rep resen t 50%  o f a ll a ncilla ry s ta ff a t their u n ivers ity. M em b ers  o f the Foru m  are 
qu ite fa m ilia r w ith  th is  p rocedu re and it h a s  p reviou s ly p roved  su ccess fu l, and  
b eca u se th ey had  sponsored  the resea rch  the p rob a b ility o f co-opera tion  w a s  
heigh tened . A ga in  du e to cos t and  tim e lim ita tion s , it w a s  n ot poss ib le to in clu de 
the view s  o f a ll a n cilla iy s ta ff so m eth od s  for ra n dom ly d is trib u tin g the 
qu estionna ire to the s ta ff w ere recom m ended  to the m anagers , su ch  as  every other 
na m e on  the payroll.
R e sult s
Demographic  Sample Features
Th e sa m plin g fram e selected  for th is  p a rt o f the resea rch  correspon ded  w ith  th a t 
em ployed  in  the p reviou s  stage. A  s im ila r Resea rch  Foru m  pa rticip a ted , th is  tim e 
for H igher E du ca tion  in stitu tion s . Th e sa m pling fra m e w a s  dra w n  from  20 
U n ivers ities  w h o em b ody the Foru m . Th e types  o f u n ivers ities  ra n ged  from  b ein g 
on a  cam pu s  in  a  m a jor or sm a ll city/ tow n, on a  ca m pu s  in  a  ru ra l loca tion  and 
orga n ised  in to colleges . Th ose com pris in g  the Foru m  w ere geogra ph ica lly spread  
across  E ngland  and  W a les  and, as w ith  the firs t execu tion  o f the qu estionna ire, 
s im ply b y b ein g em ployed  in  these types  o f occu pa tion  in  these u n ivers ities  form ed  
the sa m pling fram e. Th rou gh  th is  an equ a l opportu n ity w a s  crea ted  for u n ivers ity 
an cilla ry s ta ff o f b ein g selected  to pa rticipa te in  the resea rch . It m u s t b e 
recogn ised  thou gh  tha t the U n ivers ities  w h o pa rticipa ted  in  the resea rch  w ere 
aga in  self- selectors  b y choos in g  to jo in  the Foru m  and  a ctively b e involved  in  the 
resea rch  p rogram m e. A lth ou gh  the sam ples  m a y n ot b e tru ly rep resen ta tive o f the 
H E  sector, th ey are fa r m ore likely to com ply w ith  the resea rch  and en cou ra ge a  
b etter response ra te than  in vitin g random  U n ivers ities  to pa rticipa te on  spec.
D u e to tim e and sta ffing lim ita tion s , on ly 8 o f the 20 (40% ) u n ivers ities  th a t 
com prise the Foru m  w ere ab le to pa rticipa te in  the resea rch . Ta b le 7.1 illu s tra tes  
th e ch a racteris tics  o f the sam ple in volved  in  recon s id erin g Resea rch  Q u estion  I. 
O n ly 44 ca terin g s ta ff responded  to the qu estionna ire th rou gh ou t the 8 
u n ivers ities , rep resen tin g a  m inority in  the sam p le (9.3% ); 355 dom estics  
pa rticipa ted  th a t form ed  the h ighest percen ta ge o f the sam p le (74 .7% ); and  76 
qu estionna ires  w ere retu rned  from  porters  rep resen tin g  the rem a in in g 16%.
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Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's theory o f  mot i vat ion to anci l lary st a f f
C h a ra cteris tics Catering Domest ic Porter ing
N  in  obta ined sample 44 355 76
% Male 15.9 6.9 90.7
%  Female 84.1 93.1 9.3
M ode Age Category 31-50 yrs 31-50 yrs 31-50 yrs
M ode Length of Service 6-10 yrs 3-5 yrs 6-10 yrs
%  Part-Time 66.7 93.2 10.5
% Fu ll-Time 33.3 6.8 89.5
%  Permanent C ontract 97.5 90.4 95.8
%  Temporary C ontract 2.5 9.6 4.2
M ode hou rly rate of £4.26-£4.50 . £4.01-£4.25 £4.51-£4.75
pay
T a b le  7 .1  Demograph i c  Fea tu r es o f  the HE  Sample
Quest ionnaire Rel iabi l i ty
C ronb ach  a lph a  w a s  u sed  to tes t the in terna l con s is ten cy o f the qu es tion in g and 
thu s  its  reliab ility. An  a o f 0 .8485 w a s  fou nd  for the need satisfaction qu estions  
in d ica tin g h igh  reliab ility, s ince an a  o f ab ove 0.7 dem on stra tes  h igh  in terna l 
relia b ility (N u nna lly, 1978). Th e eigh teen  qu estions  m ea su rin g need importance 
a lso m et the requ ired  level o f in terna l con s is ten cy w ith  an  a  o f 0.8432. For a ll the 
qu estion s  m ea su rin g the a pp licab ility o f M as low 's  th eory o f h u m a n  m otiva tion  to 
the H E  an cilla ry s ta ff an  a  o f 0.8494 w a s  fou nd , a ga in  show in g h igh  in terna l 
cons is tency.
Factor  Analysis
C on firm a tory fa ctor ana lys is  w a s  aga in  perform ed  u s in g ob liqu e rota tion  w ith  
D elta  0, u s in g the sam e m a rker va ria b les  as th a t em p loyed  w ith  the N H S  staff. 
Th is  techn iqu e w a s  selected  for s im ila r rea sons  as th a t given  for its  em p loym en t in  
the N H S  data , and  for con s is ten cy in  ana lys is . Th is  w a s  a lso p oss ib le b eca u se the 
da ta  a ssu m ptions  n eeded  for a  pa ram etric m ea su re w ere m et in  the H E  da ta  
(Append ix 16). Th e resu lts  o f the fa ctor ana lys is  a re show n  in  Ta b le 7.2.
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Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's h ierarchy o f  n eeds to anci l lary st a f f
From  the tab le it can  b e seen  th a t fou r factors  em erge to m ea su re the need  
sa tis fa ction  o f the H E  a n cilla ry staff. A ll o f the fa ctor loa d in gs  a re cons idered  
s ign ifica n t u s in g H a ir et al’s gu idance. A s  w ith  the N H S  resu lts , loa d in gs  as low  as 
0 .30 can  b e cons idered  s ign ifica n t du e to the sam ple size. E ven  thou gh  the H E  
sam ple is  less  th a n  h a lf the size o f the N H S  sample, th e sam ple is  s till su fficien tly 
la rge to m eet the recom m ended  350 sa m ple size.
Th e n a tu re o f the factors  ha s  b een  cons idered  a ga in s t M as low 's  descrip tion  o f the 
n eeds  and  the la b els  a ss igned . Th e la b ellin g a lloca ted  to these fa ctors  w ere 
exposed  to the sam e va lid ity checks  as those u sed  in  the N H S  investiga tion . Th is  
in clu ded  in depen den t con firm ation  b y tw o oth er resea rch ers  (add in g externa l 
va lid ity) and  u se o f m a rker va riab les . A ga in  b y id en tifyin g the m a rker va ria b les  
p rior to the fa ctor ana lys is  su ccess fu l loa d in g va lid a tes  the la b els  ass igned .
Th e sam e th ree o f the n ow  fou r m a rker va ria b les  th a t loa ded  as  p red icted  for the 
N H S  sam ple have done so for the H E  sta ff. Th e m a n a gem en t rela tion s  m a rker 
va ria b le for es teem  needs  co-va ries  w ith  oth er item s  th a t closely correspon d  to 
M as low 's  d escrip tion  o f the need  w h ich  helps  to va lid a te the la b ellin g. P la yin g an 
equ a l role in  deliverin g the service w a s  selected  as the love and  b elon gin gn ess  
n eed  m a rker va ria b le b ecau se it a ssesses  the w ork er ’s rela tion s  w ith  others  in 
th eir team  and their sense o f b elon gin g to the grou p  and  b ein g a ffilia ted  w ith  
others. Th is  ha s  loa ded  w ith  a  fu rther item  a ssess in g co-w orker rela tion s  and so 
a ga in  va lid a tes  the lab elling. Th e sa fety n eed  m a rker va ria b le m ea su red  h ow  sa fe 
the s ta ff felt from  b ein g m ade redu ndant, and so a scerta ined  the con s is ten cy and 
s ta b ility th ey felt in  the w ork  pos ition  th a t en su res  th ey a re sa fe from  harm . Th is  
ha s  loaded  as p red icted  w ith  item s tha t can  a lso b e in terp reted  as  m ea su rin g 
sa fety needs . Th e rem a in in g m a rker va ria b le m ea su rin g self- a ctu a lisa tion  a lso 
loaded  w ith  the sa fety need, w h ich  w ou ld  su ggest th a t p rom otion a l p rospects  are a  
sou rce o f stab ility, p red icta b ility and fu tu re secu rity for the a n cilla ry s ta ff ra th er 
than  person a l ach ievem ent. G row th  n eed  sa tis fa ction  w a s  n ot fou n d  in  th e N H S  
s ta ff either b u t it d id  a pp ly in  their n eed  im porta nce and  w ou ld  su gges t th a t 
grow th  and actu a lisa tion  rem a in s  a  sou rce o f m otiva tion . Perha ps  in  a  s im ila r 
vein , s elf- a ctu a lisa tion  sa tis fa ction  is n ot a ppa ren t in  the H E  sta ff.
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Pe rc en tag e  o f R esp on ses
C h a rt 7.1 HE esteem need satisfaction
The level o f tru st s ta ff had for their managers loaded  second highest on this factor 
w ith  .76178 (qu estion 31). Althou gh  inclu ded as a  measu re of either globa l 
satisfaction in the w ide-ranging relations it represents or love and b elongingness 
needs in the working environment that managers can create, this resu lt w ou ld 
instead suggest that tru st reflects appreciation and respect b etween s ta ff and their 
managers which manifests as trust. Th is wou ld  su ggest that there is a more 
formal relationship b etween ancillary s ta ff and their managers in the scope they 
provide for appreciation and recognition that is perhaps developed b y the natu re 
o f the ancillary w ork b eing low  level and manual. There was a fa ir level o f tru st for 
management evident in  the sample w ith  nea rly 60% o f the HE  s ta ff expressing 
some trust.
G enera l satisfaction w ith  immediate managers (qu estion 30) w as selected  as the 
marker variab le for esteem  needs as it closely reflects the needs’ description given  
b y M aslow. Satisfaction w ith one’s superiors can encompass many ju dgem ents  
bu t all w ill reflect the appreciation, recognition and respect that the w orker holds 
for them  and w ill impact on esteem for oneself. B y loading on this factor (.72800) 
the item  va lidates the esteem  need label. Th is is also va lida ted b y others’ tests o f 
M aslow 's esteem need su ch as "opportunity fo r recognition’ (Porter, 1961, p.3); ‘a 
job  I  did received recognition as being a particularly good piece o f w ork’ 
(Friedlander, 1963, p. 248) or ‘do you get respect from  others in your job ?’ (S hou ra
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E ach  need  fou nd  in  the H E  s ta ff w ill now  be con s idered  for the exten t to w h ich  
th ey reflect the needs  p roposed  b y M a s low  in  his m od el o f m otiva tion  in  tes tin g 
Resea rch  Q u estion  I.
F a c t o r  o n e  - E s t e e m  N e e d s
Th e va ria b les  loa d in g on Factor 1 are cons id ered  to b e in  close correspondence 
w ith  M as low 's  es teem  need  cla ss ifica tion . H e describ ed  esteem  as the des ire for 
ach ievem en t, recogn ition , a tten tion , apprecia tion , respect, con fidence, freedom  
and  in dependence (1943) to w h ich  the item s  on th is  fa ctor a ppea r to appea l. 
Loa d ing h igh es t on th is  fa ctor is  the feelin g  th a t su gges tion s  m a de b y the s ta ff 
w ere lis ten ed  to b y m a n a gem en t (.77916, qu estion  33) w h ich  w a s  p red icted  to 
a ssess  the es teem  needs  o f the sam p le in  the rega rd  th ey felt th eir  m a na gers  and 
su pervisors  held  for their su ggestions  dem on s tra ted  th rou gh  the opportu n ity and 
th em  b ein g follow ed  u p . B y loa d in g on th is  factor, th e p red iction  ha s  show n  to b e 
tru e. Previou s  s tu d ies  have m easu red  es teem  needs  (or its  d eriva tive -  au tonom y) 
w ith  qu estion s  rela tin g to the va lu e o f the in d ivid u a l’s th ou gh ts  and  op in ions  b y 
th e w id er organ isa tion , w h ich  help s  to va lida te th is  resu lt. Porter m ea su red  ‘the 
opportunity fo r independent thought and action’ and  ‘the opportunity for 
participation in the determination o f methods and procedures’ (1961, p. 3) in  h is  
tes t o f a u ton om y and  H a ll and  N ou ga im ’s m ea su red  es teem  w ith  ’the need to be in 
a position where one’s judgement and decisions are important to the progress and 
welfare o f projects and/ orpeople ’ (1968, p. 18). S a tis fa ction  w ith  th is  a sp ect o f 
their m a n a gem en t rela tion s  is  show n  (C hart 7.1) to b e adequ a te w ith  n ea rly h a lf 
th e sam ple (45.8% ) h a vin g con fidence th a t their su ggestion s  for im provem en ts  
w ere follow ed  u p.
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and  S ingh, 1999, p. 47); w here recogn ition  from  su periors  can  p rovide es teem  
opportu n ities  for the w orker . Th e la rges t p roportion  o f the a n cilla ry s ta ff sam ple 
(63 .1% ) ra ted  rela tions  w ith  th eir im m ed ia te m a n a ger as b ein g good , and 20%  
ra ted  them  as excellent.
Th e effectiveness  o f the U n ivers ity’s p rob lem  solvin g sys tem s  (qu estion  34) w as  
p red icted  to d irectly m easu re M as low 's  es teem  n eed s  in  the a tten tion , apprecia tion  
and  resp ect th a t su ch  system s  dem on s tra te for s ta ff in  th e opportu n ity the 
orga n isa tion  p rovid es  for their view s  to b e a ired. Loa d in g h igh ly w ith  a  coefficien t 
o f .71279, the na tu re o f the con s tru ct w ou ld  appea r to b e su pported .
Previou s  exam ina tion s  o f M as low 's  m odel have in clu ded  m ea su res  o f es teem  
rela tin g  to the w id er organ isa tion  su ch  as ‘the regard received from  others within 
the organisation’ (Porter, 1961, p . 3 and  those th a t a pp lied  the N S Q ) w h ich  helps 
to va lida te the im pa ct th a t the organ isa tion  has on  the in d ividu a l. A n  effective 
m ech a n ism  b y w h ich  em ployees  a re ab le to approach  the service m a n a gem en t 
w ith  th eir p rob lem s , is  considered  to su ggest to em ployees  th a t th eir em ployers  
a re a tten tive to their p rob lem s  and thu s  effectin g  th eir feelin gs  o f es teem . C ha rt 
7.1 illu s tra tes  th a t very few  o f the H E  s ta ff cons id ered  their  p rob lem  solvin g 
sys tem s  as ineffective (5.4%).
Th e item s  th a t loaded  together as a u tonom y n eed s  for the N H S  s ta ff (qu estions  35 
and  36) h ave ins tead  loaded  w ith  esteem  needs  for the H E  sam ple. A s  p reviou s ly 
a ckn ow ledged  M a s low  did  in  fa ct in clu de the n eed  for in depen den ce and  freedom  
in  h is  descrip tion  o f es teem  needs  w h ich  is  cons idered  to show  som e su pport for 
the va lid ity o f th is  resu lt in  the H E  a n cilla ry staff. Th e fin d in g su ggests  th a t 
es teem  m otiva tion  is a  m ore appropria te la b el for th is  a spect o f the H E  s ta ffs  w ork  
role than  the d istin ction  m ade b y Porter for a u ton om y n eed s  th a t w a s  a lso fou nd  
in  the N H S  staff. Perhaps  the N H S  s ta ff have a  s tron ger m otiva tion  for a u ton om y 
th a n  th e H E  s ta ff and need  to d is tingu ish  their in depen den ce and  freedom  from  
m otiva tion  for ach ievem en t, recogn ition  and  com petence th a t the H E  s ta ff d on ’t 
need . It m a y b e the case th a t the H E  s ta ff have opportu n ities  for indepen den ce 
and  freedom , b u t th ey see these as organ isa tiona l opportu n ities  and th e rega rd  
th a t it h a s  for them  in  crea tin g opportu n ities  for a pp recia tion , recogn ition  and  
respect. Fu rther considera tion  o f these d ifferences  w ill b e given  in  C h a p ter 8. 
S a tis fa ction  w ith  con trol (qu estion  36) loa ded  h igh er (.71279) th a n  th a t w h ich  
a sked  for th e level o f con trol (.56834, qu estion  35). In  fa ct a  s im ila r p roportion  of
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the sam ple felt u n d er som e con trol (67.5% ) as those w h o w ere sa tis fied  w ith  th is  
level o f con trol (70 .3% ). B y loa d ing w ith  other es teem  need  item s, con trol is  
cons idered  to reflect the degree o f freedom  and  in dependence th a t the an cilla ry 
s ta ff en joy in  their w ork  w h ich  a ccu ra tely m irrors  M as low 's  descrip tion  o f th is  
need.
B y a sk ing pa rticipa n ts  h ow  in form ed  th ey felt th ey w ere b y th eir  m a n a gers  and 
su pervisors  (qu estion  26) it w a s  p red icted  th a t M a s low 's  es teem  need  ca tegory 
w ou ld  be m ea su red  b ecau se o f the a tten tion , recogn ition , resp ect and  a tten tion  
a ssocia ted  w ith  qu a lity com m u n ica tion . Th is  resu lt a ffirm s  the p red icted  b y 
loa d in g on th is  fa ctor (.55797) w h ich  is a lso va lid a ted  b y the m ea su res  u sed  b y 
oth ers  to m ea su re es teem  su ch  as ‘Do you get respect from  others in your job ?’ 
(S hou ra  and  S ingh, 1999, p. 47). O ver tw o- th ird s  o f the sam p le agreed  th a t th ey 
w ere kep t in form ed  (67.6% ) a b ou t releva n t even ts , so dem on s tra tin g  h igh  
sa tis fa ction  w ith  th is  a spect o f m a n a gem en t rela tions . It w a s  a lso p red icted  th a t 
love and  b elon gin gn ess  n eed s  w ou ld  b e m ea su red  b y a sk in g p a rticipa n ts  if th ey 
felt p a rt o f a  team  (qu estion  37) b u t b y loa d in g on th is  fa ctor (.52359) it w ou ld  
appea r th a t there is  m ore a ssocia tion  w ith  es teem  needs . Tea m  m em b ersh ip  w a s  
cons idered  to closely reflected  oth ers ’ m ea su res  o f love and  b elon gin gn ess  n eed s  
su ch  as ‘the opportunity to develop close friendships’ (Porter, 1961, p .3); ‘concern 
over establishing, maintaining or restoring a positive affective relationship w ith 
another person or group in the work situation’ (H a ll and  N ou ga im , 1968, p. 18) or 7 
was working in a group that operated very smoothly and efficiently’ and  ‘the 
working relationship I  had w ith my co-workers at my level was very good’ 
(Fried lander, 1963, p. 248). H ow ever the d ifference th a t has b een  fou nd  m a y rela te 
to th e type o f w orkers  s tu d ied  and  the p rofess ion a l or orga n isa tion a l cu ltu re in  
w h ich  th ey w ork . It cou ld  b e th a t the m a nagers  w h o p a rticipa ted  in  the 
a forem en tion ed  ca ses  dea lt w ith  in d ividu a ls  or grou p s  o f s ta ff b elow  th em  ra th er 
th an  w ork  in  team s, so th is  line o f qu estion in g w ou ld  b e redu ndant. Tea m  w ork in g 
for the an cilla ry s ta ff is  w id esp rea d  thou gh  so qu es tion in g w a s  va lid . Ra th er th an  
it p rovid in g the scope for close rela tions  team  w ork in g perh a ps  appea ls  m ore 
specifica lly to the apprecia tion  and  respect s ta ff get from  their  co-w orkers  and  
feelings  o f s elf w orth  from  b eing a  team  m em b er. A  very sm all p roportion  o f the 
sam p le (5.6% ) did n ot feel p a rt o f a  team  w ork in g for th eir service, w h ich  w ou ld  
in d ica te h igh  es teem  sa tis faction  from  these rela tions .
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Th e fin a l item  m ea su rin g  es teem  need s  w a s  in itia lly in clu d ed  as a  genera l 
m ea su re o f sa tis fa ction  w ith  the ph ys ica l w ork in g en viron m en t (qu estion  44) th a t 
w ou ld  strengthen  the fa ctor on w h ich  it loaded . Th is  ha s  a ppa ren tly done so for 
esteem , b u t perhaps  b y loa d in g on  th is  need  (.49608) it su ggests  th a t th e qu a lity 
o f the w ork in g en vironm en t is  an ind ica tion  o f th e inves tm en t, respect and 
a tten tion  th a t the w id er orga n isa tion  gives  to their em ployees . N ea rly tw o th irds  o f 
the sam ple (58.7% ) w ere h a p p y or very h a ppy w ith  th eir p h ys ica l w ork in g 
environm en t.
A ll the item s  th a t loaded  on th is  fa ctor are cons id ered  to closely correspond  to 
M a s low 's  descrip tions  o f the es teem  need, p reviou s  tests  o f th is  sou rce o f 
m otiva tion , and  the in terp reta tion  th a t can  b e given  to th is  in  the w orkp la ce. Th is  
then  su pports  the exis tence o f es teem  n eed  sa tis fa ction  in  the a n cilla ry staff.
Fac t o r two  -  Inst i t ut io nal safe t y  ne ed
Th e sam e va ria tion  o f M as low 's  sa fety n eeds  th a t loa ded  for the N H S  sam p le has 
a lso b een  fou nd  for the H E  s ta ff in  th is  second  fa ctor. O nce a ga in  the load in gs  
w ou ld  su ggest th a t institutional safety  is  a  m ore su itab le la b el for th is  need  than  
the person a l sa fety describ ed  b y M as low . Th e im porta n ce and  qu a lity o f TU  
represen ta tion  and  rela tions  (qu estion  11 and 41 respectively) con s ider th e sa fety 
need s  o f the in d ividu a l w ith in  th eir w ork  role and  in d u s try ra th er th a n  their  w id er 
exis tence as describ ed  b y M as low . A  reason  for jo in in g  TU s  is  to sa fegu a rd  the 
term s  and  cond ition s  th a t one w orks  in, and takes  a  collectivis t a pp roa ch  to 
p rotect th is  sa fety. Th e item s  a re a lso close to M as low 's  d escrip tion  o f sa fety n eed s  
for rou tine, fa irness  and  a  sense o f b ein g sa fe from  h a rm  th a t is  fin a n cia lly b ased , 
b u t is  specific to the cond ition s  o f the w ork  role and  p lace. Previou s  s tu d ies  have 
n ot fou nd  th is  n eed  b u t th ey have n ot in clu ded  qu es tion in g on  TU . O th er stu d ies  
h a ve p rim a rily b een  u n derta ken  in  the U SA, w ith  u n dergra du a tes , m anagers , 
engineers , a ccou n tan ts  or sa lesm an w h ere it is  u n likely th a t TU s  fea tu re h igh ly 
for them  in  secu rin g  em ploym en t term s  and  cond ition s , b u t th is  is  h igh ly releva n t 
for the pu b lic sector a n cilla ry s ta ff and so it w a s  va lid  to inclu de. It w ou ld  a ppea r 
from  these resu lts  and  those fou nd  for the N H S  s ta ff th a t th is  is  a  sou rce o f 
m otiva tion , and one th a t ha s  n ot p reviou s ly b een  iden tified , so th is  n ew  d iscovery 
ha s  va lu ab le im plica tion s  for the app lied  field  in  u n d ers ta n d in g a n cilla ry s ta ffs  
m otiva tion  in  its  en tirety. S a tis faction  w ith  th is  n eed  w a s  m ed iocre, w ith  n ea rly
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Evaluating the applicability  o f M aslow 's hierarchy o f needs to ancillary s taff
40% of the sample expressing no strong need for genera l TU  representation in  the 
HE  sector and for those w ith  a TU  representative a s im ilar proportion had 
adequate relations (Chart 7.2).
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C h a rt 7.2 H E institutional safety need satisfaction
F ac t o r t hree  -  Safe t y  ne eds
The more traditiona l sa fety need ou tlined b y M aslow  is considered to have 
emerged in  Factor 3. Safety needs were described as the need for consistency, 
fairness, stab ility and to be sa fe from  harm  and the items associated w ith  this 
factor can be considered appropriate measu rements o f the need. Loading h ighest 
on this factor was participant’s satisfaction w ith their rate o f pay (qu estion 17, 
.83668) w hich was in itia lly selected as the marker variab le for physiologica l needs 
in  the NHS investigation. The need was not uncovered as a sou rce of motivation in 
the workplace for the NHS  s ta ff where financial rewards were not determinants of 
su rviva l needs bu t rather those that ensu re consistency and stab ility in  the 
worker. Th is wou ld also appear to also b e the case for the H E  s ta ff and so 
su pports the exclu sion of the lowest form  of motivation from  investigations in  the 
workplace. N ot many previous studies o f M aslow 's model have inclu ded items that 
measu re motivation for pay, only Porter included it to measu re manager’s
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perceived deficiency in  this area and n ot a  particu lar need. Perhaps pay was not 
considered an appropriate sou rce o f motivation in the samples u sed in  previous 
examinations of M aslow 's  theoiy. It may be the case that u ndergraduates, 
managerial and professional s ta ff are not considered to b e motivated b y pay and 
so qu estioning in this area  was considered inappropriate. H owever this is 
particu larly relevant for the low  w aged ancillary s ta ff involved in  this investigation 
evidenced through the emphasis placed on this issue in  previous studies 
(Thom ley, 1996; U nison, 1997; B rief etal, 1997; Bach, 1998; Cooper, 1998). 
C hart 7.3 illu strates the u nexpected satisfaction of the H E  s ta ff w ith  their pay 
compared to the much lower satisfaction expressed b y the N H S  staff. O ver h a lf of 
the H E  s ta ff were satisfied or very satisfied w ith  their rate of pay (61.7%) 
compared to 34% of N HS  staff.
P rom o tiona l p ro sp ec t  
Q 2 2
W on  m oney  con tinue  w it  
work  Q 4 3
Q 1 8
■  _  V e ry  un sa fe  _  U nsa fe  _  N e ith e r  „ S a f e  _  V e ry  s a fe
^  m  1  ■  □  □  u  y
cjn
1 I f ) 1 i !
I D issa tis fied  □  N e ith e r  □  S a tis fied  ■  V e ry  sa tis fied
O ve ra ll jo b  sa t. Q 1J
n n
P 5 K i i i.... 1 .... 1" !
0%  10%  2 0%  3 0%  4 0%  5 0%  6 0%  7 0%  8 0%  9 0%  1 0 0%
P e rc en tag e  o f responses
C h a rt 7.3 HE safety need satisfaction
G enera l measures o f motivation were u sed to strengthen the factors on w h ich  they 
loaded and two were fou nd to measure sa fety needs (questions 19 and 43). O vera ll 
job  satisfaction loaded w ith  sa fety (question 19, .56163) as did the prob ab ility o f 
continu ing to w ork if a large su m  of money was w on  (qu estion 43, .45266). Th e 
items cou ld be interpreted as providing stab ility in the w ork role and pa rticu la rly 
long-term  financia l stab ility and consistency from  the latter, b u t as genera l
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m ea su res  o f sa tis fa ction  th is  resu lt shou ld  s im p ly b e con s idered  as  in ten ded  in  
s tren gth en in g  the sa fety need. O vera ll sa tis fa ction  w a s  h igh  a m on gs t th e H E  s ta ff 
w ith  76 .8%  o f the sam ple b ein g sa tis fied  or very sa tis fied  w ith  th eir job . Th is  
s a tis fa ction  w a s  n ot enou gh  how ever to drive the s ta ff to w ork  if a  la rge sum  of 
m on ey w a s  w on , w ith  ju s t over h a lf (51 .7% ) n ot or defin itely n ot con tin u in g to 
w ork  if th ey cam e in to m oney.
Th e level o f job  secu rity experienced  b y the an cilla ry s ta ff (qu estion  18) w a s  
selected  as the m a rker va ria b le for th is  need , and  th is  loa d in g (.46884) help s  to 
va lida te the factor. Job  secu rity is  cons idered  to closely reflect the n eed  for 
sta b ility, rou tin e and  con sistency, b u t a lso the fin a n cia l s ecu rity for a  p red icta b le 
life and  ha s  b een  extens ively u sed  in  p reviou s  s tu d ies  as a  m ea su re o f s a fety 
m otiva tion  (M itchell and M ou dgill, 1976; Porter, 1961; and S h ou ra  a nd  S ingh, 
1999). Th e job  sa fety o f the H E  sector appea rs  rela tively h igh , w ith  C h a rt 7.3 
sh ow in g on ly 9 .9%  feelin g u n sa fe or very u n sa fe in  th eir job  com pa red  to 38%  of 
the N H S  staff. Th is  is  perhaps  du e to the N H S  b ein g a  m u ch  m ore G overn m en t 
policy-d riven  organ isa tion  in term s  o f frequ en cy and  volu m e, th a n  th e H E  arm  o f 
th e pu b lic sector. W ith  so m u ch  change h a ppen in g in  th e N H S  w ith  m ergers  and 
p riva tely fin a n ced  in itia tives , s ta ff w ill b e less  con fiden t a b ou t the s ecu rity o f their  
pos itions .
Th e fina l va ria b le loa d in g on th is  fa ctor qu estioned  the p rom otion a l p rospects  o f 
the pa rticipa n ts  (qu estion  22, .40808). Th is  item  w a s  selected  as  the m a rker 
va ria b le for the grow th  need  - self- a ctu a lisa tion  in  the d evelopm en t and  fu lfilm en t 
th a t th ey signify, h ow ever it has  ins tea d  co-va r ied  a t a  m u ch  m ore b a s ic level. 
B eca u se the resu lt is  s ign ifican t, it w ou ld  a ppea r th a t p rom otion a l p rospects  ca n  
in s tea d  b e in terp reted  in  term s  o f enhanced  fin a n cia l secu rity and  on e’s pos ition  
in  the organ isa tion , ra ther than  an opportu n ity to develop  oneself. Th is  w a s  not 
fou n d  in  a ny p reviou s  s tu dy o f M a s low 's  m odel th a t h a ve con s idered  w orkers  
m u ch  h igh er  u p  the organ isa tiona l stru ctu re, w h ere in  fa ct p rom otion  does  
m otiva te self- a ctu a lis a tion  or es teem  (Porter, 1961; Rob erts  et al, 1971; S h ou ra  
and  S ingh , 1999; Friedlander, 1963; B erl et al, 1984 ). It m a y b e the ca se th a t the 
pos ition s  occu p ied  b y the sam ples  involved  in  these s tu d ies  p rovide su fficien t 
opportu n ities  for recogn ition , a pprecia tion  and  grow th  th a t cou ld  exp la in  its  
p resen ce a t an appropria te level. H ow ever for the low er level a n cilla ry sta ff, the 
n a tu re o f th eir role and  the p rom otiona l opportu n ities  ava ila b le to th em  m a y n ot
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provide self- a ctu a lisa tion  opportu n ities  for th em  to b ecom e a ll th ey ca n  becom e, 
th is  cou ld  in s tea d  b e m et ou ts ide o f the w orkp la ce. C hances  o f p rom otion  w ere 
cons idered  fa irly s lim  or n on -exis ten t for a  h igh  p roportion  o f th e H E  an cilla ry 
s ta ff (59.4% ) w h ich  m a y exp la in  w h y th ey are n ot cons id ered  a  poten tia l sou rce for 
a ctu a lisa tion .
Th e sa fety n eed  m a rker va riab le has  a lso loa ded  on  th is  need  as p red icted , a lon g 
w ith  other s ign ifica n t item s  th a t a re cons id ered  to reflect M a s low 's  descrip tions  
and  p reviou s  app lica tions . Th ere a re s ligh t d ifferences  in  item s  m ea su rin g this  
need  b etw een  the an cilla ry s ta ff in  the tw o a rm s  o f the pu b lic sector, b u t th is  w ill 
b e con s idered  in  C hapter 8.
Fac t o r fo ur -  Lo v e  & Be lo ng ingness Ne eds
Th e item s  loa d in g on  Factor 4 are cons idered  to closely fit M as low 's  love and  
b elon gin gn ess  need , w ith  one b ein g the des igned  m a rker va ria b le for th is  need . 
D escrip tions  o f th e need  in clu de the hu n ger for love and  a ffection a te rela tionsh ip s , 
ca rin g for others , b elon gin g  to a  grou p, and  b ein g a ccep ted  b y and  a ffilia ted  to 
others  (M aslow , 1943); and  the item s  th a t h ave loa ded  togeth er on th is  n eed  are 
in terp reted  as a ppea ling  to su ch  descrip tions . B oth  m ea su res  rela te to s ta ffs  
rela tion s  w ith  their co-w orkers  and  is  a  com m on  a rea  u sed  to a s sess  these need s  
in  the w orkp la ce (H all and  N ou ga im , 1968, p. 18; Porter, 1961, p . 3; Fried la nder, 
1963, p. 248; S h ou ra  and S ingh, 1999, p. 47) w h ich  adds  va lid ity to the resu lt 
in terp reta tion . Responden ts  w ere asked  to ra te the n eed  for good  co-w orker 
rela tion s  for the sm ooth  ru n n in g o f their service (qu estion  38) w h ich  has  show n  to 
m ea su re their  love and b elongingness  n eed  (.83452) perh a ps  in  th eir a ccep ta n ce 
o f b elon gin gn ess  and the need  for a ffectiona te rela tions . C h a rt 7.4 illu s tra tes  th a t 
a  very h igh  p roportion  o f the sam p le exp ressed  a  s tron g n eed  for su ch  rela tion s  
w ith  95 .9%  con s iderin g  them  a  n ecess ity for effective service delivery, w h ich  w a s  
a lso th e case for the N H S sta ff. Th e second  va ria b le to loa d  m ea su red  the equ a l 
role th a t pa rticip a n ts  p layed  in  the fu n ction in g o f th eir service (qu estion  39) and 
loa ded  w ith  a  coefficien t o f .67138. D es igned  as the m a rker va ria b le, th is  item  is 
cons idered  to m easu re the exten t to w h ich  the w orker w a s  a ccep ted  b y oth ers  in  
the service team  and so the b elongingness  experienced . O n ly 3 .3%  o f the sam p le 
did  n ot b elieve th a t th ey p layed  an  equ a l role in  the service team, sh ow in g a  h igh  
sa tis fa ction  w ith  th is  a spect o f their love and b elon gin gn ess  needs . B y loa d in g on
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Evaluating the applicability  o f M aslow 's hierarchy o f needs to ancillary s ta ff
this  factor, the item  va lidates the factor labelling as does the compatib ility o f these 
findings w ith  those of previous examinations.
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C h a rt 7.4 H E love & belongingness need satisfaction
To su mmarise, the re-administration o f the research qu estionnaire w ith  the HE  
sample o f ancillary workers has shown some su pport for M aslow 's fou r h igher 
need classifications (Research Q u estion I) and has added reliab ility to the N H S  
findings. Three o f the fou r factors that have been identified closely correspond to 
M aslow 's descriptions and were estab lished as reliab le and va lid  factors. These 
are:
S a fety -  The personal safety o f the HE ancillary workers was measured by job  
security (marker variable) and pay in the predictability, stability and consistency  
that they can offer. Promotional prospects also measured these needs rather 
than the grow th need and was considered to provide longer term financial and 
work role security and so has similar appeal to the aforementioned items.
Love and  b elon gin gn ess  -  Co-worker relations were measured by the items on 
this need specifically the w orker’s sense o f belonging to the team and making a 
valuable input (playing an equal role -  marker variable). Also the importance o f
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having affectionate relationships fo r the smooth running o f the service and thus 
being accepted by and affiliated w ith others.
❖  E s teem  -  Items related to the association between the ancillary w orker and 
their managers and the w ider organisation. The trust o f management, sense o f 
being kept informed and overall management relations (marker variable) all 
provide the opportunity for appreciation, recognition and respect fo r the w orker 
thus considered to appeal to their esteem needs. The organisational systems 
including suggestion schemes and complaints procedures are also considered to 
provide the opportunity for recognition, confidence and feelings o f s e lf worth. 
Those measuring levels o f autonomy also measured esteem in the freedom and 
independence enjoyed in the work role.
S u pport w a s  a lso show n  for the adapta tion  o f the persona l s a fety n eed  th a t w a s  
iden tified  in  the p rim a ry investiga tion  w ith  N H S  a n cilla ry sta ff. For the H E  sam ple, 
the
❖  In s titu tio n a l s a fe ty  -  was also found. Once again the trade union items that 
loaded on this need are considered to appeal to the security, stability and 
fairness needed by individuals in the work place. The role o f the trade union is 
to protect the terms and conditions o f employment o f their members through 
group power, and as such is more appropriately labelled institutional safety  
than personal safety.
A t th is  second  stage o f the in ves tiga tion  these resu lts  dem on s tra te su pport for the 
app lica b ility o f th ree o f M as low 's  need  cla ss ifica tions  in  the w ork  p la ce and  the 
n ew  m ore orga n isa tiona l-b a sed  sa fety need . B oth  need s  a t the extrem es  o f 
M as low 's  th eory o f m otiva tion  fa iled  to load  for n eed  sa tis fa ction  w ith  the H E  sta ff, 
w h ich  w a s  a lso fou nd  in  the N H S  resea rch  and  extend s  th e fin d in gs ’ 
genera lisab ility. A lth ou gh  estab lished  as ina ppropria te for th is  cu ltu ra l con text, 
th e m a rker va ria b le origina lly selected  for p h ys iologica l need s  (rate o f pay) loaded  
w ith  sa fety need s  and  repea ts  th a t fou nd for the N H S  sam ple. Th is  con firm s  th e 
ab sence o f the need  as a  specific sou rce o f m otiva tion  in  the w ork  role, or 
ch a ra cterises  the n eed  as too b iologica lly b a sed  for th is  in ves tiga tion  to 
encom pa ss . B ecau se th is  is  su ch  a  p rim itive need, it m a y a lso b e the ca se th a t it 
ha s  n ot b een  effectively opera tiona lised  in  the resea rch  and  so its  la ck  o f su pport
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Evaluat ing  the appl i cabi l i ty o f  Ma sl ow 's h ierarchy o f  n eeds to anci l lary st a f f
is  a  resu lt o f the resea rch  ins tru m en t. Th is  w ill b e fu rth er con s idered  in  the n ext 
chapter.
S elf- a ctu a lisa tion  a lso fa iled  to load  w ith  its  m a rker va ria b le (p rom otiona l 
p rospects ) ins tea d  m ea su rin g one o f the low est n eed s  (sa fety). It m a y aga in  b e the 
case th a t p rom otion a l p rospects  for an cilla ry s ta ff a re n ot the rou te th rou gh  w h ich  
th ey can  b ecom e a ll th ey can  b ecom e and  self- a ctu a lisa tion  is  ach ieved  ou ts ide 
th e w ork  role. Th is  need  w a s  on ly fou nd  in  the n eed  im porta n ce o f the N H S  staff, 
so the fa ilu re for it to b e fou nd  in  the n eed  sa tis fa ction  o f th e H E  s ta ff is  not 
d isp rovin g o f the N H S  resu lts .
Fu rther cons id era tion  w ill b e given  to the d ifferences  in  item s  m ea su rin g the need  
sa tis fa ction  o f the N H S  and  H E  a n cilla ry s ta ff in  the n ext chapter, b u t firs tly the 
rem a in in g resu lts  o f the qu es tion n a ire’s second  a dm in is tra tion  w ill b e cons idered .
Need Importance
An  18-part qu estion  form a t w a s  u sed  to eva lu a te the need  im porta n ce o f the H E  
sta ff, com pared  to 20- item  form a t p reviou s ly u sed , s ince tw o o f the qu estions  w ere 
in a pp lica b le to th is  sector. Th e in terna l con s is ten cy o f the n eed  im portance 
qu estion in g w a s  aga in  m et for th is  sam p le (a = .8432).
A s  w ith  n eed  satis faction , con firm atory fa ctor a n a lys is  w ith  ob liqu e rota tion  w ith  a  
D elta  o f 0 w a s  perform ed  for need  im portance. Th e resu lts  for the H E  sam ple are 
show n  in  Ta b le 7.3.
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Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's h ierarchy o f  n eeds to anci l lary st a f f
Th ree fa ctors  have em erged  for the need  im portance o f the H E  an cilla ry sta ff. A ll o f 
the fa ctor load ings  a re a ga in  cons idered  s ign ifica n t u s in g H a ir et a ls (1998, p.
112) gu idance. P reviou s ly the m a rker va ria b les  h a ve b een  good  gu idance for the 
la b ellin g o f factors , how ever w ith  tw o o f the fa ctors  th a t ha ve loa ded  for  n eed  
im porta n ce th ey h ave b een  divis ive. Tw o other resea rch ers  w ere consu lted  in  the 
p rocess  o f la b ellin g  th ese fa ctors  to cons ider th is , w h ich  helps  es tab lish  extern a l 
va lid ity in  the m a rkers  and  la b els  ass igned .
Th e firs t fa ctor to load  con ta in ed  the m a rker va ria b le for M a s low 's  u ltim a te grow th  
n eed  o f self- a ctu a lisa tion  (good  p rom otiona l p rospects ). O ther item s  th a t loaded  on 
th is  fa ctor w ere a lso fou nd  to m easu re th is  need  in  the N H S  n eed  im portance 
ana lys is , th a t w ere good  tra in in g opportu n ities , overtim e opportu n ities  and 
opportu n ities  for  m u lti-skilling . H ow ever an a lterna tive la b el for th is  fa ctor is  th a t 
o f s a fety n eed  im portance s ince it m ore closely reflects  th e rem a in in g item s  th a t 
h a ve loaded . Th ose m ea su rin g the im porta nce o f a  good  b on u s  schem e, annu a l 
leave, a  good  pens ion  schem e and u n ion  rep resen ta tion  w ere con s idered  to 
m ea su re sa fety need  im portance in  the N H S  s ta ff and  so can  a lso b e seen  as su ch  
for the com pa ra tive grou p o f a ncilla ry sta ff. A ll th e item s  ca n  b e cons id ered  to 
reflect M as low 's  sa fety need  descrip tion  and p reviou s  tests  o f th is  n eed  w h erea s  
on ly a  selection  reflect the grow th  need. H is  descrip tion  id en tifies  th e need  to be 
sa fe from  ha rm , for a  p red ictab le w orld , con s is tency, rou tine, fa irness , s ecu rity 
and  stab ility, to w h ich  the m a jority o f the item s  ca n  appea l. F in a n cia lly rew a rd in g 
secu rity p rovid ed  b y b onu s  schem es, pens ion  schem es  and overtim e opportu n ities  
can  be cons id ered  to p rovide a  p red ictab le and con s is ten t w orld , and  u n ion  
represen ta tion  has  b een  seen  to p rovid e m ore w orkp la ce specific sa fety in  the 
p reviou s  ana lyses  and so ca n  be rega rded  as appea lin g  to M a s low 's  descrip tion  of 
fa irness  and stab ility. Th e item s  in itia lly rela ted  to person a l grow th  i.e. p rom otion , 
tra in in g and m u lti- skillin g, can in s tead  b e cons id ered  to p rovide lon ger term  
fin a ncia l s ta b ility and  secu rity in  the em p loya b ility o f the in d ividu a l and  their 
va lu e to th e organ isa tion . Follow in g consu lta tion  w ith  other resea rch ers  th is  fa ctor 
ha s  b een  lab elled  sa fety n eed  im portance.
Th e m a rker va ria b le des igned  for sa fety n eed  im porta n ce has  in  fa ct loa ded  w ith  
the n ext fa ctor thou gh , b u t does n ot a ccu ra tely reflect the oth er item s  w ith  w h ich  
it has b een  associa ted . Th e im portance o f job  secu rity loa ded  as  p red icted  w ith  
other sa fety n eeds  for the N H S  sta ff, h ow ever for the H E  s ta ff it in s tea d  co-va ries  
w ith  item s closely a ssocia ted  w ith  love and  b elon gin gn ess  needs . O ne o f the item s  
th a t it has loaded  w ith  is  the love and b elon gin gn ess  n eed  m a rker va ria b le (good
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co-w orker rela tions) and  a  fu rth er item  th a t closely m a tches  M a s low 's  description  
o f th is  need  - 'a  frien d ly a tm osphere '. Th is  la tter item  a lso load s  h igh es t on the 
fa ctor and  so su pports  givin g m ore w eigh t to the love and  b elon gin gn ess  need  
m a rker va ria b le over th a t u sed  to p red ict sa fety needs . M a s low 's  n eed  for 
a ffectiona te rela tionsh ips , ca rin g for others, b elon gin g  to a  grou p  and  b ein g 
a ccep ted  b y and a ffilia ted  w ith  others, ha s  b een  id en tified 'in  th is  fa ctor ra ther 
th a n  the low er sa fety n eed  m ore a ccu ra tely en com pa ssed  in  the p reviou s  factor. 
O nce aga in  other resea rchers  have b een  consu lted  and  agree w ith  the la b ellin g  to 
a dd  externa l va lid ity.
Th e es teem  need  m a rker va ria b le (con tact w ith  su pervisor) ha s  loa ded  h igh es t on 
the fin a l factor, and a ll th e item s  a re cons idered  to c losely reflect M as low 's  
descrip tion  o f th is  n eed  therefore va lid a tin g  the lab el. C on ta ct th a t s ta ff have w ith  
th eir su pervisor, su pervisor's  b oss  and cu stom ers, and  h a vin g a  good  
m a n a gem en t style, are a ll cons idered  to p rovid e the opportu n ity for recogn ition , 
a pp recia tion  and  respect w h ich  M as low  u sed  to describ e esteem . Th e im portance 
o f p ride in  service can  a lso b e rega rded  as p rovid in g  es teem  in  the feelin gs  o f self-  
w orth  and  b ein g u sefu l to the w orld  w h ich  aga in  correspond s  to the needs ' 
descrip tions . Job  va riety a lso loaded  on th is  need  and  perh a ps  p rovides  the 
opportu n ity to d is p la y skills  and capab ilities  th a t w ill im p a ct on  th eir es teem . Th e 
fa ctor therefore can  b e con fiden tly la b elled  as M as low 's  es teem  n eed  u s in g  the 
m a rker va riab le, need  descrip tions, p reviou s  tests  o f the th eoiy and  other 
resea rch ers ’ su pport.
Th e la b ellin g o f fa ctors  is  a  su b jective process , and  ca n  often  ca u se prob lem s. 
H ow ever con ten t va lid ity is  added  to those la b els  chosen  for these resu lts  b y u s in g 
M a s low 's  n eed  descrip tions  and externa l va lid ity im proves  b y con su ltin g w ith  
oth er resea rchers  and  consu ltin g p reviou s  app lica tions . E ach  fa ctor w ill n ow  be 
cons idered .
Fac t o r o ne  -  Safe t y  Needs
U s in g M as low 's  descrip tions , the firs t fa ctor has b een  la b elled  s a fety n eed  
im porta nce. Loa d in g h igh est on th is  n eed  w a s  the im porta n ce o f good  p rom otion a l 
p rospects  (qu estion  14L) to the H E  s ta ff b u t w a s  p red icted  to m ea su re es teem  or 
self- a ctu a lisa tion . O thers have a lso u sed  p rom otion a l p rosp ects  to opera tion a lise 
the es teem  need  e.g. ‘the prestige o f my position inside the company (that is regard 
received from  others in the company)’ (Porter, 1961); T have a good chance o f
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promotion’ (B erl et al, 1984); and ‘Ife lt there was a good chance that I’d be 
promoted’ (Fried lander, 1963). H owever this was not fou nd to be the case for the 
H E  ancillary s ta ff in  their es teem  importance or satisfaction, as it has loaded w ith  
other items more strongly associated w ith  sa fety motivation. Perhaps the 
difference in the findings is due to the natu re o f the sample or the cu ltu res w ith in  
which they w ork since the a forementioned stu dies all assessed work motiva tion  in 
professional, managerial or sales s ta ff employed in U S private companies. It may 
be that more opportunities for promotion exist for these s ta ff in  these 
organisations compared to the low - level ancillary role w ithin  the U K pu b lic sector 
and so it is a realistic achievement for them; or the type of individu al that 
occu pies these h igher level roles are more ambitious and highly motivated b y 
getting ahead in  the organisation throu gh promotion. Ach ieving promotion for 
them  therefore wou ld then develop feelings o f self-worth, appreciation and 
recognition, bu t this resu lt suggests that this is not the same for HE  ancillary 
staff. Promotional prospects for these s ta ff are considered to instead measu re the 
need for stab ility and consistency and protecting longer- term  secu rity in  the 
financia lly rewarding work role. C hart 7.5 illu strates the importance o f such 
prospects to the H E  staff, show ing that ju s t over a qu arter of the sample fou nd 
promotional prospects to be neither important nor u nimportant bu t the majority 
of those remaining rated them as important.
Un ion  rep resen ta tio n  
Q 14 t
G ood  P ens ion  S c h em e  
Q 14 j
Oppo rtun ities  fo r  m ulti-skilling
O ve rt im e  oppo rtun ities  
Q 14g
G ood  train ing opportun ities] 
Q 14 f
G ood  bonus s c h em es  
Q 14b
G ood  p rom otiona l p rospec ts  
Q 14 I
I N o t im po rtan t a t a l 
I N o t ve ry  im po rtan t
□  N e ith e r
□  Q u ite  im po rtan t  
I V e ry  im po rtan t
0%  10%  2 0%  3 0%  4 0%  5 0%  6 0%  7 0%  8 0%  9 0%  10 0%
P e rc en tag e  o f  R esp on ses
C h a r t  7 .5  HE  Safety n eed  irrqx>rtance
Also measu ring sa fety needs was the importance o f a good bonu s scheme 
(question 14B) which  provides additional financia l secu rity for the worker. 
A lthou gh  not a  regu lar or gu aranteed sou rce o f income, financia l reward and
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secu rity can  help  peop le to b e sa fe from  ha rm  and  esta b lish  con s is ten cy in  life. 
J u s t over h a lf o f the H E  a n cilla ry s ta ff ra ted  the schem es  as  very im porta n t, 
a lthou gh  the focu s  grou ps  show ed  them  to be o f m u ch  less  s ign ificance. Th is  item  
w a s  th ou gh t to som e exten t to reflect H all and  N ou ga im ’s (1968) m easu res  o f 
a ch ievem en t and  cha llenge tes tin g es teem  needs , in  - “the need to compete with 
some challenging standard o f excellence, w ither internal or external” (p. 18). B onu s 
schem es  cou ld  b e rega rded  as an  add itiona l cha llenge in  the w ork  role th a t can 
develop  respect and recogn ition , how ever th is  resu lt w ou ld  su gges t th a t they 
m otiva te an cilla ry s ta ff a t a  m ore b as ic level. Th e H E  s ta ff w ou ld  appea r to 
con s ider on ly the fin a ncia l ou tcom es  o f the b onu s  schem es  and  th e add itiona l 
s ta b ility and  p red icta b ility th a t th ey can  b rin g to th eir life.
Th e im porta nce o f good  tra in in g opportu n ities  (qu estion  14F) a lso loa ded  as a  
sa fety n eed  m easu re and a lthou gh  th is  w a s  in itia lly p red icted  to m ea su re grow th  
needs , th is  s ign ifica n t loa d in g w ou ld  su ggests  th a t a  m u ch  low er sou rce of 
m otiva tion  is  b ein g m easu red . Previou s  stu d ies  o f m otiva tion  in  m anagers , 
engineers  and accou ntan ts  have u sed  qu estions  on  p rofess ion a l and  persona l 
grow th  to m easu re self- a ctu a lisa tion  (e.g. H a ll and  N ou ga im , 1968; Fried lander, 
1963; Rob erts  et al, 1971; Porter, 1961). It m a y b e the ca se th a t su ch  ded ica ted  
and  p rofess ion a lly tra ined  sta ff, have a  h igh er rega rd  for tra in in g, and  from  
a lign in g their p rofess iona l and  persona l goa ls  see it as  a  m ech a n ism  for u ltim ate 
ach ievem ent. In  s ta ff w h ere w ork  and persona l goa ls  are less  likely to b e a ligned, 
orga n isa tion a l d evelopm en t opportu n ities  m a y n ot appea l to th eir u ltim a te grow th  
b u t ra th er a  low er level o f m otiva tion 24. For the a n cilla ry s ta ff it w ou ld  appea r th a t 
tra in in g opportu n ities  appea l to the sam e long- term  sa fety n eed  as p rom otion a l 
p rospects . Perhaps  the developm ent o f skills  and ca pa b ilities  th a t tra in in g 
p rovides  a re cons idered  in  term s o f es ta b lish in g em p loya b ility ra th er than  
person a l developm ent, and  so rega rded  in  term s  o f s ecu rin g the w ork  role.
O ’B rya n  and  P ick  (1995) recogn ise tha t tra in in g p rovides  grea ter jo b  secu rity b y 
dem on stra tin g the em ployee is  w orth y o f in ves tm en t and  w ill b e a rou n d  for the 
orga n isa tion  to reap  the b enefits  (p. 17-19). Th e H E  a n cilla ry s ta ff fou n d  tra in ing 
opportu n ities  to b e o f grea t w orth , w ith  83.7%  o f th e sa m p le a s s ign in g the 
opportu n ities  w ith  im portance.
O vertim e opportu n ities  (qu estion  14G ) a lso m ea su red  sa fety n eed  im portance, and 
w ere p red icted  to m easu re sa fety ra th er than  the m ore b a s ic ph ys iologica l need.
24 T h e  f o c us  g r o u p s  sh o w e d  a  n e g at iv e  re ac t io n  to  t ra in in g  o p p o r t un i t i e s , o r  a t  l e a s t  t h e  sh e e r  
v o lum e  o f  t ra in in g  o f f e re d .
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Item s  rela tin g  to financia l rew a rds  have b een  fou nd  to m otiva te a t the sa fety n eed  
level in  the a n cilla ry s ta ff ra ther than  phys iologica l needs  as  su ch  prim itive needs 
a re gen era lly gu aran teed . F inances  therefore es tab lish  p red ictab ility, s tab ility and 
con s is ten cy th a t an in com e can  b rin g  to everyone in  w es tern  society, and  is 
s im ila rly tru e for the add itiona l in com e th a t overtim e opportu n ities  a llow . Th e H E  
s ta ff ra ted  overtim e opportu n ities  w ith  som e im portance, w ith  63%  o f the samp le 
ra tin g them  as  im porta n t or very im portan t.
O pportu n ities  for  m u lti- sk illin g (qu estion  14E) a lso loa ded  as  a  s a fety need  ra th er 
than  as p red icted  w ith  self- a ctu a lisa tion . It w ou ld  appea r from  th is  resu lt th a t H E  
an cilla ry s ta ff do n ot rega rd  the developm en t th a t m u lti- sk illin g b rin gs  as persona l 
grow th , self- fu lfillin g or a ccom p lish ing (as show n  in  p rofess ion a l s ta ff in  previou s  
s tu d ies ) b u t in s tead  con s ider the s ta b ility th a t h a vin g  the skills  can  b rin g  to the 
job . Th e va riety o f skills  and  capab ilities  th a t the w orker a cqu ires  th rou gh  m u lti­
skillin g can  b e cons idered  to help  estab lish  them  in the w orkp la ce and  sta b ilise 
th eir pos ition , th ereb y p rovid in g  long- term  secu rity. A  la rge p roportion  (71% ) o f 
the H E  an cilla ry s ta ff fou nd  m u lti- sk illin g opportu n ities  to b e im porta n t, w h ich  
su ggests  th eir  m otiva tion  to w iden  their  skills  and  secu re th eir pos ition .
Th e im porta nce o f a  good  pension  schem e (qu estion  14J) loa ded  as  p red icted  in  
tes tin g the longer- term  sa fety n eeds  o f the staff. F in a n cia l secu rity a fter the 
w ork in g life is  over can  p rovide a  p red icta b le w orld  and  help  p rotect in d ivid u a ls  
from  harm . Th e im portance o f su ch  sa fety w a s  h igh  for th is  sam p le, w ith  nea rly 
70%  ra tin g th is  as very im porta n t and a  fu rth er 20%  ra tin g it as  im porta n t. 
Longer- term  sa fety is  indeed  a  m otiva tion  for these w orkers .
Th e fina l item  to load  w ith  sa fety n eeds  is  th e im porta n ce o f u n ion  rep resen ta tion  
(qu estion  14T) w h ich  has  p reviou s ly m ea su red  a  d is tin ct in s titu tion a l sa fety need. 
Th e s ign ifica n t loa d in g w ou ld  in s tead  su ggest th a t person a l s a fety is  b ein g 
m easu red . Th e H E  an cilla ry s ta ff a re perh a ps  m otiva ted  to esta b lish  fa irn ess  in  
w ork in g  term s  and condition s  on  a  person a l level, ra th er th a n  a  sepa ra te one for 
th eir role in  the organ isa tion . In s tead  these s ta ff m a y h a ve in tern a lised  th e 
in s titu tion a l sa fety need . From  C ha rt 7 .5  ab ove, it can  b e seen  th a t tra de u n ion  
rep resen ta tion  w a s  im porta n t to 67%  o f the H E  samp le.
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F ac t o r two  -  L o v e  & Be lo ng ingne ss ne eds
Evaluating the applicability  o f M aslow 's hierarchy o f needs to ancillary s taff
Th e load ings  on  the second  fa ctor a re cons id ered  to b e close to M as low 's  
descrip tions  a n d  p reviou s  tes ts  o f love a n d  b elon gin gn ess  needs. Th e item  
correla tin g  h igh es t w ith  th is  need  is  the im porta nce o f a  frien d ly a tm osph ere 
(qu estion  14M) w h ich  w as  in itia lly p red icted  to m ea su re th is  need. Th e 
opportu n ity to crea te w a rm  and  a ffectiona te rela tions  w ith  co-w orkers  as w ell as  
su pervisors , cu s tom ers  and  other depa rtm en ta l s ta ff is  cons id ered  to b e m ea su red  
b y th is  item  w h ich  c losely reflects  M as low 's  descrip tions  o f the need. P reviou s  
m easu res  o f M a s low ’s h iera rch y have a lso in clu ded  love and  b elon gin gn ess  n eed  
m ea su res  th a t con cern  rela tions  w ith  co-w orkers, su ch  as ‘the working 
relationships I had w ith my co-workers at my level was very good ’ (F ried la nder, 
1963, p. 248); ‘the opportunity to develop close friends ’ (Rob erts  etal, 1971, p.
207); and  ‘Do you have friends in the w orkplace?’ (S hou ra  and  S ingh , 1999, p. 47) 
w h ich  va lid a tes  th is  resea rch ’s find ings.
C ha rt 7.6 illu s tra tes  th a t a  la rge p roportion  o f the sam p le (79 .1% ) ra ted  th is  
fea tu re as  very im porta n t w h ich  w ou ld  su gges t th a t a  fr ien d ly a tm osph ere in  the 
w orkp la ce is h igh ly m otiva ting.
G o o d  re la tion sh ip  w ith
co -w o rk e rs  _  . .
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C h a r t  7 .6  HE  Love &  Bel ong ingness n eed  impor tance
Th e s a fety n eed  m a rker va ria b le (job  secu rity) loa ded  n ext w ith  the love a n d  
b elon gin gn ess  need, w h ich  w a s  o f cou rse u nexpected . It w ou ld  n ot a p p ea r to b e a  
sou rce o f love and  b elongingness  m otiva tion  b u t it m a y b e th a t H E  a n cilla ry s ta ff 
in terp ret s ecu rity in  the w ork  role as  a  sense o f b elon gin g to the orga n isa tion .
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Evaluat ing  the appl i cabi l i ty o f  Ma sl ow's h ierarchy o f  n eeds to anci l lary st a f f
Ins tea d  o f m ea su rin g love and  ca rin g rela tionsh ip s , job  secu rity cou ld  
dem on s tra te the need  to b e accepted  and  a ffilia ted  to others . A  s im ila r resu lt w a s  
a lso fou nd  b y Fried lander (1963, p. 248) w h en  tes tin g M a s low 's  m odel w ith  
p rofess ion a l and  m an a geria l w orkers , w h ere ‘I  fe lt secure in my job  ’ a lso loaded  
w ith  co-w orkers  rela ted  m easu res , b u t w a s  still la b elled  love and  b elongin gness  
needs . Th is  then  lends  va lid ity to p ers is tin g w ith  the love  and  b elon gin gn ess  n eed ’ 
la b el in  th is  resea rch . Th is  w a s  one o f th e m os t im p orta n t item s  to the a ncilla ry 
s ta ff w ith  83 .9%  ra tin g  th is  w ith  the h igh es t im porta n ce and a  fu rth er 12% ra tin g 
th is  as im portan t. Accord in g to M a s low 's  th eory th e extrem e im porta n ce o f th is  
love and b elon gin gn ess  need  item  in d ica tes  th a t it is  cu rren tly deprived  and  so a  
grea t sou rce o f m otiva tion , b u t the rela tionsh ip  b etw een  n eed  sa tis fa ction  and 
im porta n ce (Resea rch  Q u estion  II) w ill b e cons idered  fu rth er in  C h a pter 11.
Th e im portance o f the n u m b er o f days  An n u a l Leave (qu estion  14k) and  a  good  
ra te o f p a y (qu estion  14A) a lso s ign ifica n tly loa ded  w ith  love a n d  b elon gin gn ess  
needs , perhaps  for s im ila r rea sons  as th a t given  for job  secu rity. Th e firs t item  
w a s  in itia lly p red icted  to m easu re sa fety n eed  im porta n ce in  the 'amount o f 
predictability and order in one’s position’ (M itchell and  M ou dgill, 1976, p. 339) 
s ince a w a reness  o f the n u m b er o f days  annu a l lea ve can  help  to s tru ctu re w ork  
an d  hom e life, and  add p redictab ility. Aw a ren ess  o f on e’s in com e ca n  a lso p rovid e 
for p red icta b ility in the goods  and  services  th a t one ca n  a fford  ou ts id e o f w ork, 
h ow ever these s ign ifican t resu lts  have show n  them  to m ea su re love and  
b elongingness  needs  for these sta ff. A s  w ith  job  secu rity, perh a ps  these in d ica tors  
o f em p loym en t s ta tu s  w ith in  the organ isa tion  m a ke th em  feel p a rt o f th a t 
organ isa tion  and  b elon gin g  to the service grou p . A lth ou gh  the n u m b er o f days 
annu a l leave th a t the pa rticipan ts  w ere a w a rded  w ere very im p orta n t to th em  
(70.8% ) th ey w ere n ot as im porta n t as a  good  ra te o f p a y (83 .9% ) w h ich  w a s  ra ted  
w ith  u tm os t im portance. Th is  h igh  im porta nce w ou ld  aga in  su gges t th a t the need  
is  deprived  and  so a  sou rce o f m otivation .
G ood  rela tionsh ip s  w ith  co-w orkers  (qu estion  14C) w a s  selected  as the m a rker 
va ria b le for th is  n eed  as it is  considered  to c losely reflect M as low 's  d escrip tion  for 
love and  a ffectiona te rela tionsh ips , ca ring for others  and  b ein g accep ted  and  
a ffilia ted  w ith  others  as w ell as m easu res  u sed  in  p reviou s  s tu d ies  o f th is  need .
Th e m a rker va ria b le w a s  the la s t to loa d  on  th is  need , b u t w a s  still s ign ifica n t 
(>0 .30). A s  show n  in  C ha rt 7.6 good rela tions  w ith  co-w orkers  w ere o f grea t 
im porta nce to th e m a jority o f the H E  p a rticipa n ts  (74.9% ).
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Th e m ea su res  closes t to M as low 's  descrip tion  o f th is  n eed  and  th ose u sed  in  
p reviou s  a pp lica tions  loa ded  on th is  fa ctor w h ich  inclu ded  co-w orker rela tions  and 
frien d ly a tm osphere, and  so helps  to va lida te the love and  b elon gin gn ess  need  
lab el. Th e rem a in in g item s  a re n ot typ ica l m ea su res  o f th is  n eed  and a lthou gh  
s ign ifica n t th ey m a y b e im p recise, a lthou gh  a ll the item s  ca n  b e u n ders tood  in  
term s  o f the b elon gin gn ess  and  a ffilia tion  sou rces  o f m otiva tion  so their 
a pp ropria teness  rem a ins  apparen t.
F ac t o r t hre e  -  Est e em  needs
F rom  M as low 's  descrip tion  o f the need  and  con sequ en t con cep ts  u tilised  to 
m ea su re h is  theory, the fina l fa ctor is  cons idered  to c losely reflect E steem  
m otiva tion . F irs t to loa d  is  the im porta nce o f con ta ct w ith  su pervisors  (qu estion  
14Q ) w h ich  w a s  selected  as the m a rker va ria b le for th is  n eed  in  its close reflection  
o f M as low 's  descrip tions  o f the es teem  need. Rela tions  w ith  su periors  ca n  provide 
th e scope for recogn ition , respect and  apprecia tion , w h ich  a re sou rces  o f es teem  
m otiva tion  accord in g to M as low . C on tact w ith  the su p ervisor’s b oss  (qu estion  14R) 
w a s  n ext to load  on th is  need  and  aga in  p rovides  the scope for recogn ition  and  
va lu e. E steem  received  from  others  su ch  as su periors  in  the w ork  s itu a tion  can  
a lso im pa ct on the need  for self- esteem  and feelings  o f self-w orth  in  the w ork  role. 
Previou s  stu d ies  have a lso m easu red  es teem  u s in g ‘respectfu l rela tion s ’, how ever 
none have d irected  qu estion ing to su periors  s ince th e sam ples  h a ve com pris ed  
a lrea dy qu ite sen ior or p rofess iona l sta ff. For exam p le M itch ell and  M ou dgill 
(1976) m ea su red  es teem  in  accou ntan ts  and  engineers  u s in g the “recognition or 
credit from  co-w orkers when one does a good job ” (p. 339) and  S h ou ra  a nd  S ingh  
(1999) u sed  the es teem  m easu re for engineers  ‘Do you get respect from  others in 
your job ?’ (p. 47). For the low er level an cilla ry sta ff, m a n a gem en t rela tion s  can  
p rovide scope for respect and  a re cons idered  im p orta n t for the H E  sta ff. C on tact 
w ith  the m a n a ger w a s  im porta n t to the H E  sta ff, b u t con ta ct w ith  th e im m edia te 
su pervisor w a s  m ore im porta n t to a  h igher p roportion  o f the sam ple. Th is  is 
show n  in  C ha rt 7.7 b elow , w here 83%  o f the s ta ff ra ted  con ta ct w ith  the m a n a ger 
as im porta n t or very im portant, 91%  ra ted  con ta ct w ith  the im m ed ia te su pervisor 
w ith  su ch  va lu e. It is  m ore likely tha t the s ta ff w ill h a ve a  h igh er degree o f con ta ct 
w ith  their im m edia te su pervisor than  m a n a ger and  so there is  in crea sed  
opportu n ity for es teem  th rou gh  con tact w ith  the form er th a n  th ere is  the la tter 
w h ich  m a y exp la in  the a ss igned  im portance.
Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's h ierarchy o f  n eeds to anci l lary st a f f
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Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's h ierarchy o f  n eeds to anci l lary st a f f
A ls o loa d in g w ith  these item s , is the im portance o f p ride in  service (qu estion  14D). 
Th is  item  w a s  in clu ded  as a  d irect m easu re o f es teem  needs  appea lin g to W eb ley’s 
defin ition  o f p ride as ‘an emotion elicited by one's own or others' achievement and 
associated with s e lf esteem and positive self-image’ (1997, p. 323). P ride in  th e 
w ork  p erform ed  can  b e rea lised  th rou gh  the feedb a ck received  from  oth ers  for 
exam p le th rou gh  con ta ct w ith  su periors  or w ith  cu stom ers. W h en  one perform s  a  
ta sk  w ell there a re a lso a ccom pa n yin g feelings  o f respect and  d ign ity w h ich  th en  
rela tes  to persona l feelings  o f self-w orth , con fidence a n d  a dequ a cy o f b ein g  u sefu l 
to the w orld , w h ich  M a s low  u sed  to describ e self- esteem . M a n y oth er s tu d ies  have 
in clu ded  d irect qu estions  o f s elf- es teem  to m easu re es teem  su ch  as ‘Do you derive 
a sense o f self-esteem from  your job ?’ (S hou ra  and  S ingh , 1999) and  ‘the feelings o f 
self-esteem a person gets from  being in my management position ' (La w ler a nd  
S u ttle, 1972). H ow ever it w as  con s idered  to b e m ore a pp ropria te to a sk  s ta ff a t 
th is  level a b ou t the p ride th ey felt in  th e service th ey delivered  th a n  th eir  s elf­
es teem  as it w a s  th ou gh t to b e a  m ore fa m ilia r term  to the a n cilla ry sta ff. Th e 
pride th a t the sam p le took  in  the service th ey p rovide w a s  very im porta n t to the 
m a jority (70% ) w ith  on ly 0 .2%  ra tin g it as n ot im porta n t a t all.
G ood  m an ag em en t s ty le  
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C h a r t  7 .7  HE  Est eem  n eed  impor tance
C on ta ct w ith  cu stom ers  (qu estion  14N), w h o for th is  sam p le w ere s tu den ts  a lso 
m ea su red  the es teem  needs o f the pa rticipan ts . W ork  often  b ecom es  m ea n in gfu l 
w h en  it is  seen  as an  end p rodu ct and  in  rela tion  to those w h o it effects  (e.g. 
H a ckm a n  and  O ldh a m ’s, ta sk  s ign ificance). Th e im porta n ce o f con ta ct w ith  the 
end  u sers  o f the p rodu cts  is considered  to appea l to the es teem  received  from
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others , w h ich  aga in  in flu ences  self- es teem . O nce aga in  th is  is  s im ila r to th e 
a forem en tion ed  m easu res  o f self- es teem  u sed  b y La w ler and  S u ttle (1972) and 
S h ou ra  and  S ingh  (1999) especia lly w h en  one is  in  con ta ct w ith  th ose th a t 
experience the end  p rodu ct o f th eir service. Th is  con ta ct w a s  cons id ered  o f some 
im porta n ce to 74.3%  o f the H E  s ta ff w h ich  in d ica tes  the degree o f esteem  
m otiva tion  in  p a rt if th e p rocess  o f m otiva tion  p roposed  b y M a s low  is  tru e 
(Resea rch  Q u estion  II).
Th e im porta nce o f job  va riety a lso loaded  w ith  the es teem  need . It w a s  th ou gh t 
th a t va riety in  the w ork  role w ou ld  m otiva te the a n cilla ry s ta ffs  self- a ctu a lisa tion  
needs  in  the opportu n ity it p rovides  for n ew  and  s tim u la tin g experiences , a llow in g 
ta len ts  and  skills  to b e rea lised  th rou gh  w id en in g opportu n ities . Job  va riety cou ld  
a lso reflect H a ll and N ou ga im ’s self- a ctu a lisa tion  m ea su re o f Stimulation th a t 
add ressed  “the need for activity w hich stimulates curiosity and induces excitement 
The need fo r interesting work, fo r unique and varied experiences” (1968, p. 18). 
H ow ever self- a ctu a lisa tion  has  n ot b een  fou nd  to b e a  sou rce o f m otiva tion  for 
these an cilla ry s ta ff a t a ll, w ith  other developm enta l m ea su res  loa d in g w ith  sa fety 
needs . It w ou ld  appea r from  th is  s ign ifican t loa d in g th a t job  va riety a t lea s t 
m otiva tes  a t a  h igh er level, su ggesting th a t their skills  and  ab ilities  d isp la y th eir 
con fidence, a ch ievem ent and  perhaps  in crea sed  in depen den ce w ith  su ch  a  va ried  
w ork  role. Job  va riety w a s  im porta n t to 78%  o f the H E  a n cilla ry s ta ff sam ple, 
w h ich  su ggests  th a t the independence, com petence and a ssocia ted  feelin gs  o f self-  
w orth  a re va lu a b le to the w orkers .
Th e im portance o f good  m a n a gem en t style a lso reflected  M a s low 's  es teem  need  
cla ss ifica tion  (qu estion  141) as p red icted  for an y con ta ct w ith  su pervisors  and  
su pervisor’s b oss. Th e rega rd  received  from  su periors , n ot on ly in  d irect 
com m u n ica tion  and  com plim ents , b u t a lso the resp ect is su ed  th rou gh  fa ir 
trea tm en t is  cons idered  to im pa ct on b oth  types  o f es teem  d escrib ed  b y M a s low  -  
es teem  from  others  and self- esteem . A  good  m a n a gem en t style w a s  very im porta n t 
to 68.1%  o f the sam ple and  im porta n t to a  fu rth er 23% , w h ich  correspon ds  to the 
im porta nce o f con ta ct w ith  su periors. Fu rth er investiga tion  on  m a n a gem en t style 
is  exp lored  in  C hapter 12 w here socia l in flu en ces  on m otiva tion  a re cons idered .
Th ere is  s trong su pport from  M as low 's  d escrip tion s  and  p reviou s  a pp lica tion s  of 
the th eoiy in  the w orkp lace, to su pport the item s  loa d in g on th is  n eed  as 
m ea su res  o f es teem  m otivation .
Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's h ierarchy o f  n eeds to anci l lary st a f f
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Evaluat ing  the appl icabi l i ty o f  Ma sl ow’s  h ierarchy o f  n eeds to anci l lary st a f f
Summary
Th ree need s  em erged  in  the H E  an cilla ry s ta ffs  n eed  im porta n ce com pa red  to the 
fou r fou nd  for their  n eed  sa tis faction . Th ere w a s  correspon den ce b etw een  th ree of 
the fou r need s  thou gh , w ith  on ly in s titu tiona l sa fety n ot b ein g fou nd  as  im portan t 
for the H E  sta ff. F ive needs  how ever w ere fou nd  for N H S  s ta ffs  need  im porta nce 
w h ich  w ou ld  im p ly th a t m otiva tion  is  s tru ctu red  d ifferen tly for s ta ff in  d ifferen t 
sectors , a lthou gh  th ree o f these n eed s  w ere sha red  w ith  the H E  s ta ff su gges tin g a  
d egree o f u n iversa lity in  the s tru ctu re o f m otiva tion . A s  a  tes t o f the relia b ility o f 
the resu lts , th is  equ iva lence len d s  su pport to som e o f M a s low 's  need  
c la ss ifica tions  and  con sequ en tly Resea rch  Q u estion  I. Th e th ree need s  th a t 
em erged  as im porta n t th a t m a tched  those fou nd  for N H S  n eed  im porta n ce w ere:
❖  S a fe ty  - Items that measured this need’s importance fo r the H E s taff considered 
personal security in the work role. Training, multi-skilling and promotional 
opportunities considered the security o f the individual in the work role and their 
development to assure longer term financial provision. Other measures also 
related to financial reward and security w ith bonus schemes, overtime 
opportunities and pension schemes that allow  stability, consistency and 
fairness. Trade union representation also measured the personal safety o f the 
H E w orker rather than a distinct institutional safety need that was found fo r 
their need satisfaction and that o f the NHS worker. H E s taff must instead 
internalise the need for fair terms and conditions o f employment as part o f their 
immediate safety than one specific to the institution, or they don’t need an 
association to protect them.
♦ > L o ve  a n d  B elon g in gn es s  - Items that measured this need related to good co­
w orker relations (marker variable) and a friendly  atmosphere which are 
considered to allow  close and affectionate relations to be formed and being 
accepted by others. These items have been stable in measuring this source o f 
motivation throughout need satisfaction and importance analyses in the H E and 
NHS staff, distinguishing them as reliable measures o f this need. O ther items 
measuring this need’s importance are considered to relate more to the 
belongingness need and being accepted by others. The traditional safety need 
items o f job  security and a good rate o f pay  as w ell as number o f days annual 
leave measured the belongingness need fo r the H E staff. Perhaps s taff 
groupings are determined by pay, grade and status levels w ithin the 
organisation which could then motivate the workers to belong to a particular
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group and be affiliated and accepted by these groups. How ever these items 
have measured safety need satisfaction fo r these workers and those in the NHS, 
so the reliability o f this finding is uncertain.
❖  E s teem  - Stabilised measures o f this need appear to be those relating to the 
contact s taff have w ith their superiors and the w ider organisation. Items 
measuring the importance o f contact w ith the supervisor (marker variable), boss 
and the management style all evaluated H E s taffs  esteem needs. These items 
have also measured their esteem need satisfaction and the same fo r the NHS 
staff, thus increasing the reliability that one can conclude they are accurate 
measures o f the need. This is mainly due to the opportunity created through this 
contact fo r appreciation, recognition, achievement and prestige. Other items 
measuring this need were contact w ith customers w hich again provides scope 
fo r appreciation and respect; pride in service w hich relates to self-esteem and 
feelings o f self-worth; and job  variety w hich can lead to confidence in one's 
abilities and potential freedom in the work role.
Th e d iscovery o f these th ree needs  in  the need  im porta n ce o f th e H E  s ta ff p rovid es  
em pirica l su pport for the m a jority o f M as low 's  need  cla ss ifica tion s  (Resea rch  
Q u estion  I). Th ese have b een  iden tified  u s in g severa l ch ecks  o f relia b ility and  
va lid ity. O nce aga in  the extrem e sou rces  o f m otiva tion  o f ph ys iologica l and  self-  
a ctu a lisa tion  w ere n ot u n covered  in  th is  ana lys is , w h ich  w a s  a lso the ca se for the 
H E  s ta ff and the N H S  s ta ffs  n eed  sa tis fa ction . Th e grow th  n eed  th a t w a s  fou nd  for 
N H S  n eed  im portance w a s  n ot con firm ed  b y the H E  sta ff, w h ere developm en t 
opportu n ities  w ere considered  as secu rin g the w ork  role in  th eir a s socia tion  w ith  
sa fety n eeds . Th e ab sence o f ph ys iologica l needs  yet a ga in  su pports  the rejection  
o f the need  as  an appropria te sou rce o f m otiva tion  in  today's  society b u t 
pa rticu la rly in  the w orkp lace.
Fu rther cons idera tion  o f these resu lts  is  needed  to es ta b lish  th eir relia b ility and 
gen era lisa b ility in tes tin g Resea rch  Q u estion  I, b y com p a rin g  th e need s  fou nd  for 
the N H S  and H E  sta ff, and  givin g pa rticu la r con s idera tion  to the item s  th a t 
m easu re these needs  in  the d ifferen t a rm s  o f the pu b lic sector. Th is  is  cons id ered  
neces sa ry to give a  thorou gh  and relia b le u n d ers ta n d in g o f th e s tru ctu re o f 
an cilla ry s ta ffs  m otivation .
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W ith in  th is  ch a p ter the resu lts  for need  sa tis fa ction  and  need  im porta n ce fou nd 
for the N H S  and  H E  a ncilla ry sta ff, w ill b e cons id ered  to es ta b lish  the lit o f 
M as low 's  cla ss ifica tions  o f h u m an  m otiva tion  (Resea rch  Q u estion  I). B y com pa rin g 
the sou rces  o f m otiva tion  for the a ncilla ry s ta ff in  the tw o d ifferen t a rm s o f the 
pu b lic sector b oth  the va lid ity and  relia b ility o f the resu lts  ca n  b e fu rth er 
exam ined .
N ot on ly w ill th e exis tence o f the need s  b e con tem p la ted  to tes t Resea rch  Q u estion  
I, b u t a lso the n a tu re o f the item s  fou nd  to m ea su re them . Th ose th a t have 
con s is ten tly loa ded  on needs  for the d ifferen t sets  o f a n cilla ry s ta ff a cross  need  
sa tis fa ction  and  im portance w ill b e cons idered  for th eir va lid ity as  tru e m easu res  
o f m otiva tion  for  the pu b lic sector su pport sta ff. Th e item s  th a t are iden tified  w ill 
add  to m a n a gem en t know ledge in  u n ders ta n d in g the n a tu re o f m otiva tion  in  
an cilla ry sta ff, b u t a lso to the fields  o f orga n isa tiona l b eh a viou r and  M a s lovia n  
psych ology as es tab lished  m easu res  o f the m odel in  these sta ff.
To u n ders ta n d  the tru e m u tu a lity o f the m otiva tion a l item s  a cross  the pu b lic 
sectors , and th u s  their relia b ility in  m ea su rin g the need , the in d ep en d en t sam p les  
t- tes t is  u sed . Th is  ca lcu la tes  w h eth er an y d ifferences  u n covered  b etw een  the 
m ea n s  o f two sam p les  can reflect a  tru e d ifference in  the m ea ns  o f the tw o 
popu la tion s  or w h eth er th is  is  m erely a  resu lt o f the sam p les . Th e tes t a ttem pts  to 
eva lu a te w h eth er an ob ta in ed  d ifference b etw een  the m ea n s  is su fficien tly la rge to 
b e ab le to conclu de tha t it w a s  u n likely to have a risen  s im p ly as  a  resu lt o f the 
sa m p lin g (S im pson, 1994, p. 29). O nce aga in  d a ta  has  to m eet severa l 
a ssu m ption s  for the t- tes t to b e applied, w h ich  are eva lu a ted  in  A p p en d ix 22 and  
sh ow  the tes t to b e su itab le.
Th e a ppropria teness  o f M a s low ’s need  cla ss ifica tions  and  m ea su res  w ill n ow  be 
given  fu ll con s idera tion  u s in g  the resu lts  fou nd  for the m otiva tion  o f the N H S  and  
H E  a n cilla ry s ta ff a s w ell a s those o f p reviou s  app lica tions .
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Evaluating the applicability  o f M aslow 's theory o f motivation to ancillary s taff
Need Satisfact ion
The need  satisfaction o f the ancillary s ta ff in  the N H S  and H E  sectors are 
compared  in  Figures 8.1 -  8.6 b elow  based on the factor ana lytic resu lts . The 
motivational needs are considered in the order describ ed b y M aslow  rather than 
the order which  they each loaded (that is the percentage o f the variance that the 
factors expla in25). Th is approach is more complementary to testing M as low ’s need 
classifications across two sets o f staff, than one that is based on the principles of 
the statistics used. The correlation coefficient for each  measure is shown on the 
figu res to help u nderstand the significance of the item  in measu ring the 
motivational need. A ll the loadings however across the tests have b een shown to 
b e significant according to H air et al’s (1998, p. 112) gu idelines b a sed  on sample 
size (sample >350 = 0.3).
Safe t y  Ne eds
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Figure 8.1 N H S  &  H E  S a f e t y  n e e d  sa t i s f ac t i o n
The factor analysis showed a need that was common to both N HS  and H E  s ta ff 
that is considered to closely correspond to M aslow ’s sa fety need. The ma jority of 
the items that loaded related to the provision o f stab ility, security, consistency and 
rou tine in  one’s work role and from  this the w ider role played in life.
25 T h i s  in f o rm at i o n  is p ro v id e d  in  C h a p t e r  5  f o r  N H S  a n d  C h a p t e r  7  f o r  H E  s t a f f
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Figu re 8.1 ab ove ind ica tes  th a t item s  fou nd  to m ea su re sa fety n eed  m otiva tion  in 
b oth  sets  o f an cilla ry s ta ff w ere sa tis fa ction  w ith  ra te o f p a y (qu estion  17) and level 
o f job  secu rity (qu estion  18). Th e m otiva tion  for con s is ten cy a nd  s ta b ility in  the 
w ork  role is  cons idered  to b e a ccu ra tely reflected  b y these m easu res , as  they not 
on ly p rovide fina ncia l s ecu rity in  the w ork  role b u t a lso th e w id er  roles  th a t one 
p lays  in  life. Th is  w a s  a lso su pported  b y p reviou s  s tu d ies  o f M as low 's  m odel th a t 
m ea su red  sa fety m otiva tion  u s in g item s rela tin g to p red icta b ility and secu rity o f 
the role (M itchell and  M ou dgill, 1976; Porter, 1961; S h ou ra  a n d  S ingh, 1999).
Th e t- tes t fou nd  a  s ign ifican t d ifference in  the s ta ffs  m otiva tion  for these com m on  
sa fety n eed  m easu res . Th e H E  a n cilla ry s ta ff w ere s ign ifica n tly m ore sa tis fied  w ith  
th eir ra te o f p a y than  the N H S  s ta ff (H E =3.5021, N H S =2.6481, p<0.01). Feelin g 
sa fe from  redu n da n cy w a s  a lso s ign ifica nt, aga in  w ith  the H E  sam ple en joyin g a  
grea ter sense o f job  secu rity than  the N H S  s ta ff (H E =3.5742, N H S  =3.1583, 
p<0.01). Th e d ifferences  fou nd  b etw een  the a n cilla ry s ta ff cou ld  b e the resu lt o f 
va ria tion s  in  the na tu re o f the pu b lic sector. Th e d a ta  from  the N H S  s ta ff w a s  
ga thered  p rior to the in trodu ction  o f the m in im u m  w age, and  from  th e H E  s ta ff 
follow in g th is  in trodu ction , w h ich  m a y h a ve s ince im proved  th e sa tis fa ction  o f the 
N H S  sta ff. Th ere m a y a lso b e a  w id er orga n isa tiona l is su e th a t in flu en ces  the 
sa tis fa ction  o f s ta ff w ith  these sou rces o f s a fety m otiva tion  th a t cou ld  n ot b e 
u n covered  w ith  the approach  selected . For exam ple, w ith  th e N H S  a n cilla ry s ta ff 
th ere is  a  grea ter gap  b etw een  their p a y and th a t o f clin ica l a n d  m a n a geria l s ta ff 
th an  th ere is  b etw een  H E  a ncilla ry s ta ff and  a ca dem ic em ployees . Perha ps  th e 
N H S  s ta ff are m ore d issa tis fied  w ith  their ra te o f p a y b eca u se th ey com pare th is  to 
w h a t the doctors  or nu rses  get pa id.
A  fu rth er exp lana tion  for the low er levels  o f s a tis fa ction  in  the N H S  s ta ff w ith  
th ese sou rces  o f s a fety m otiva tion  cou ld  b e the in flu en ce o f M a rket Testin g/  
C om pu lsory C om petitive Ten derin g in  recen t yea rs . A s  the non -core b u s in ess , cos t 
cu ttin g and service recon figu ra tion s  w ere often  m a de to su pport services, w h ich  
w ere a ccom pa n ied  b y job  losses  and changes  to a n cilla ry s ta ffs  term s  and 
cond itions . A lth ou gh  the drive is  n ow  for B est V a lu e, th ere is  s till u n certa in ty 
evidenced  in  n on -clin ica l services . B ecau se the changes  are recen t, N H S  a n cilla ry 
s ta ff m a y still b e a ttu ned  to the p reviou s  cu ltu re, w h ich  is  then  reflected  in  their 
sa fety n eed  sa tis faction .
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It m a y a lso b e poss ib le th a t the d ifferences  fou nd  b y th e t- tes t in  the sa fety need 
m otiva tion  o f the N H S  and  H E  a n cilla ry s ta ff are a  resu lt o f the da ta . A lthou gh  
every a ttem pt w a s  m a de to ga th er the view s  o f a  rep resen ta tive sam p le o f ancilla ry 
sta ff, it is  a lw ays  poss ib le th a t the da ta  is  m is rep resen ta tive. Fu rth er da ta  
ga th erin g cou ld  in vestiga te th is  poss ib ility b u t is  b eyon d  the scope o f th is  
resea rch .
Pa y sa tis fa ction  and  job  secu rity a re item s  th a t a re con s idered  to c los ely reflect 
M a s low ’s descrip tion  o f the sa fety need  in  the w ork  role and  p reviou s  sa fety 
m ea su res  u sed, and the com m on  loa d in g across  the tw o sam p les  is  su pportive o f 
th em  as a ccu ra te m easu res  o f th is  need.
A lso m ea su rin g sa fety m otiva tion  for the H E  sam ple, w ere p rom otion a l p rospects  
(qu estion  22) and  the tw o genera l m easu res  o f s a tis fa ction  -  overa ll sa tis fa ction  
(qu estion  19) and the likelihood  o f con tin u in g to w ork  on  w in n in g a  la rge sum  o f 
m on ey (qu estion  43). The genera l m easu res  o f sa tis fa ction  w ere in clu ded  to 
strengthen  the fa ctors  on w h ich  th ey loaded , and  a t th is  p oin t th ey h ave done so 
for the s ta ffs  sa fety n eeds . Prom otiona l p rospects  on the other h a n d  w ere 
p red icted  to m ea su re es teem  or s elf- a ctu a lisa tion  as u sed  in  p reviou s  s tu d ies  o f 
m an a geria l and  p rofess iona l w orkers  (Porter, 1961; Rob erts  et al, 1971; S hou ra  
and  S ingh, 1999; Fried lander, 1963; B erl et al, 1984) w ith  th e op p ortu n ity they 
b rin g for apprecia tion , a ch ievem en t, grow th  and  recogn ition . Th is  h a s  show n  to b e 
the case for the N H S  s ta ff b u t for the H E  s ta ff th is  resu lt in d ica tes  th a t th ey are 
m otiva ted  a t a  m u ch  low er level b y p rom otiona l p rosp ects  and  appea r to rega rd  
them  in  term s  o f the fu tu re s tab ility th a t th ey offer in  the w ork  role. Perh a ps  this  
d ifference rela tes  to the s tru ctu re o f the N H S  and  U n ivers ity orga n isa tion s  and the 
w ork in g p ractices  adop ted. It m a y b e the case th a t m ore opportu n ities  for 
p rom otion  exis t for the H E  s ta ff so th ey do n ot s igna l recogn ition , app recia tion  or 
independence or th ey m a y cons ider them  in  p u rely fin a n cia l term s  and  the 
s ta b ility and con s is ten cy th a t b ein g in  a  b etter pos ition  b r ings .
Th e t tes t perform ed  for these va ria b les  fou nd  d ifferences  b etw een  the N H S  and 
H E  s ta ff in  perceived  p rom otiona l p rospects  and th e likelih ood  o f con tin u in g to 
w ork  if a  la rge su m  o f m on ey w a s  w on, h ow ever these w ere n ot s ign ifican t. H E  
s ta ff b elieved  th ey h ad  a  grea ter chance o f p rom otion  in  th eir orga n isa tion  (m ean  = 
2.2453, p>0.05) than  their N H S cou n terpa rts  did  in  th eir orga n isa tion  (m ean  =
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1.9371, p>0.05), b oth  h ow ever w ere still con s idered  low . Th e s tru ctu re o f w ork  
a lso determ ines  the s tru ctu re o f the w ork  roles  and  the ca reer pa th s  ava ilab le. 
A lth ou gh  su pport services  have s im ila r fu nction s  to perform  w ith  s im ila r s ta ff to 
perform  them , m ethod s  o f w ork in g in crea s in gly reflect the m a n a gem en t cu ltu re. 
Th ere is  a  grea ter m ove tow a rds  team  w ork in g in  the H E  and  N H S  sectors  for 
exam p le w ith  team s  respons ib le for clea n in g a  specified  a rea  or sh ift w ork  teams. 
Th is  s tru ctu re shou ld  p rovide grea ter opportu n ities  for team  lea ders  or service 
su pervisors , w h ich  then  crea tes  m ore p rom otion a l p rospects  for the an cilla ry 
w orkers . Th is  d ifference b etw een  the N H S  and  H E  s ta ff w ith  their w ork  role 
developm en t m a y reflect a  d ifference b etw een  the sectors  in  w ork  stru ctu re. 
P rom otiona l p rospects  w ere on ly fou nd  to b e a  sou rce o f sa fety m otiva tion  for the 
H E  an cilla ry sta ff, b u t s ince it closely correspond s  to M a s low ’s descrip tion  o f the 
need, fu rth er ana lys is  is  n ecessa ry b efore rejectin g  th is  as a  tru e m ea su re o f this 
need.
H E  s ta ff w ere m ore likely to con tinu e w ith  th eir job  if th ey w on  a  la rge su m  o f 
m on ey (m ean  = 2.4391, p>0.05) than  N H S  s ta ff (m ean  = 2 .2861, p>0.05), b u t not 
s ign ifica n tly so. Th ere w a s  on ly a  s light d ifference b etw een  the sam p les  and  so 
does  n ot su pport the N u ll hypothes is  th a t th ey a re from  d ifferen t popu la tion s . 
O vera ll job  sa tis fa ction  w a s  a lso a t a  s im ila r level a cross  the sectors  w ith  no 
s ign ifican t d ifference b etw een  the s ta ff (N H S =3.79, H E =3.81, p> 0.05). Th e item  
on ly m easu red  the sa fety n eed  m otiva tion  o f the H E  sam ple, b u t a ga in  as a  
genera l m ea su re o f sa tis faction , its  relia b ility is  o f low  concern .
Th is  in ves tiga tion  does p rovide su pport for the es ta b lish m en t o f sa tis fa ction  w ith  
job  secu rity and  ra te o f p a y as tru e m easu res  o f M a s low ’s s a fety n eed  m otiva tion  
in  the w ork  role for a ncilla ry s ta ff th rou gh  their repetition . Fu rth er a n a lys is  o f the 
da ta  w ill follow  (C hapter 9) to confirm  these as tru e m easu res .
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F ig ure  8 .2  NHS  &  HE  Inst i tut ional  Safety n eed  sat i sfact ion
Th e m easu res  rela tin g to Tra d e U n ion  m em b ersh ip  and  its gen era l im porta nce in  
the pu b lic sector loaded  s im ila rly for b oth  the N H S  and  H E  an cilla ry sta ff. Th e 
na tu re o f the item s  th a t have loaded  togeth er rep resen t the w orkers ’ s a fety n eeds  
in  the w ork  role and  organ isa tiona l setting, b a sed  on  th e collectivis t a pp roa ch  th a t 
TU s  a dop t in  es ta b lish in g fa irness , s ta b ility and  s ecu rity for w orkers ’ term s  and 
condition s . Th e sa fety th a t TU s  p rovide therefore is specific to th e w id er 
organ isa tion , and  can  b e cons idered  d is tin ct from  the person a l s a fety th a t the 
in d ividu a l w orker  d irectly in flu ences . A s  su ch  th is  sou rce o f m otiva tion  w a rra n ts  
d is tinction  from  the s a fety need describ ed  b y M aslow , and  so has b een  la b elled  
in s titu tion a l sa fety. Relia b ility for the n eed  is h igh  w ith  the com m on  m ea su res  
across  the H E  a n d  N H S  sta ff.
Th e gen era l n eed  for TU  rep resen ta tion  in  su pport s ervices  a cross  the pu b lic 
sectors  w a s  a t a  s im ila r level for the a n cilla ry s ta ff (m eans  H E =3 .6913, 
N H S =3.6096, p<0.01) b u t th eir  ra tings  did  s ign ifica n tly d iffer. Th is  w as  a ls o the 
ca se for the qu a lity o f rela tions  w ith  the TU  rep resen ta tive w h ere H E  s ta ff w ere 
m ore sa tis fied  w ith  th eir rela tions  w ith  the rep resen ta tive (m ean=3.2365, p>0.05) 
th a n  th eir N H S  cou n terpa rts  (m ean=2.9896, p> 0.05). Th is  resu lt m a y a ga in  b e 
exp la ined  b y the im pa ct o f the in terna l m a rket in  the N H S  in  recen t yea rs . 
A lth ou gh  TU s  are cons idered  im porta n t b y the N H S  an cilla ry s ta ff and  a re ca lled  
u pon  in  tim es  o f u ncerta in ty, th ey are n ot a lw ays  su ccess fu l in  m eetin g th e needs
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o f th eir  m em b ers , as iden tified  in  som e o f the com m en ts  given  in  the focu s  grou ps. 
It is  likely th a t the N H S  s ta ff h a ve h a d  m ore con ta ct w ith  th eir TU  rep resen ta tives  
b eca u se o f ten derin g exercises  a n d  ch a nging em p loyers  (N H S  a n d  con tractors ) 
th a n  experien ced  b y the H E  sta ff, and  so h ave m ore opportu n ity to b e ineffective 
and  less  sa tis factory. Th e service th a t is  expected  o f th e TU  rep resen ta tive m a y be 
h igh er for  the N H S  s ta ff th a n  it is for the H E  sta ff, du e to th is  in crea sed  con ta ct 
for  th e form er over recen t yea rs . Perhaps  the low er sa tis fa ction  o f the N H S  s ta ff 
reflects  a  fa ilu re for the rep resen ta tive to m eet these h igh  s ta nda rd s  a n d  so m a y 
n ot reflect a  tru e d ifference in  s a tis fa ction  b etw een  the tw o sets  o f an cilla ry sta ff.
Th e s ign ifica n t d ifference b etw een  th e sa tis fa ction  o f s ta ff w ith  th eir  rep resen ta tive 
m a y a ga in  b e a n  ou tcom e o f the da ta  ra th er th a n  a  tru e d ifference b etw een  the 
popu la tion s . H ow ever the com m on  loa d in g o f the TU s  m easu res  a cross  the tw o 
grou p s  o f s ta ff su pports  th em  as  tru e m easu res  o f the in s titu tiona l sa fety 
m otiva tion , as w ell as the exis tence o f the need  in  the pu b lic s ector w ork  roles.
Lo v e  and Be lo ng ingne ss Ne eds
K ey
N H S
HE
F i g ure  8 .3  NHS  &  HE  Love &  Bel ong ingness n eed  sat isfact ion
Th e item s  rela tin g to the w orker’s  rela tions  w ith  th eir  co-w orkers  loa ded  togeth er 
for b oth  the N H S  and  H E  sam p les , and  from  M a s low 's  descrip tions  a n d  p reviou s  
app lica tions  are cons idered  to reflect the love and  b elon gin gn ess  need.
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Th e n eed  for good  co-w orker rela tions  for  the sm ooth  ru n n in g o f the service 
(qu estion  38) and  p la yin g an  equ a l role in  the fu n ction in g o f th a t service (qu estion  
39) requ ired  a n cilla ry s ta ff to con s ider their  pos ition  in  the service team . In  the 
w ork  role team  rela tion s  p rovide the opportu n ity for a ffection a te rela tionsh ips , 
b ein g accep ted  b y and  a ffilia ted  w ith  others , and to develop  a  sense o f b elon gin g  to 
a  team . In  p rovid in g these opportu n ities , the item s  are con s idered  to closely 
correspon d  to M a s low ’s love and b elon gin gn ess  n eed  and the close correla tion  
b etw een  these item s  in  tw o sepa ra te sam p les  increa ses  the relia b ility o f the item s  
as  tru e m ea su res  o f the need  in  the w orkp lace. It is  com m on  to m ea su re this  
sou rce o f m otiva tion  in  the w orkp la ce th rou gh  co-w orker rela tion s  (H all and 
N ou ga im , 1968; Porter, 1961; Fried lander, 1963; S h ou ra  and S ingh , 1999) w h ich  
a lso extend s  the relia b ility o f the item s  as tru e m ea su res  o f love and 
b elon gin gn ess  m otiva tion .
Th e t tests  show ed  no s ign ifican t d ifference to exis t b etw een  the ra tin gs  for each  
va riab le. B oth  sets  o f a ncilla ry s ta ff ra ted  the need  for good  co-w orker rela tions  
w ith  h igh  im porta nce (N H S = 4.55, H E  = 4.50, p>0.05) and  the m a jority agreed  
th ey p layed  an equ a l role in  delivering  the service (N H S  = 3.83, H E  = 3.99, 
p>0.05). Love and b elongingness  need  sa tis fa ction  w a s  h igh  for a ll a n cilla ry s ta ff 
a cross  b oth  pa rts  o f the pu b lic sector. Th is  con s is ten cy b etw een  the m ea su res  o f 
the need  and  the level o f need  sa tis fa ction  increa ses  th e relia b ility o f th is  resu lt, 
and  su pports  the appropria teness  o f M a s low ’s love and  b elon gin gn ess  need  
cla ss ifica tion  to these sta ff.
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H E
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O ne o f the fa ctors  to load for b oth  the N H S  and  H E  s ta ff w as  con s idered  to 
correspon d  to M as low 's  es teem  n eed  cla ss ifica tion . Th e item s th a t closely 
correla ted  w ere b a sed  on  opportu n ities  for recogn ition , a tten tion  a n d  apprecia tion , 
w h ich  are cons idered  to nu rtu re feelings  o f self-w orth , s tren gth  a n d  ca pab ility.
Th e m a jority o f the m easu res  w ere concerned  w ith  the an cilla ry s ta ffs  con ta ct 
w ith  th eir m anagers  to provide the opportu n ity for es teem  and  a lso reflects  th ose 
u sed  in  p reviou s  tests  o f es teem  (M itchell and  M ou dgill, 1976; S h ou ra  a n d  S ingh , 
1999).
Th e figu re ab ove illu s tra tes  the extensive nu m b er o f item s  th a t u n iversa lly 
m ea su red  N H S  and  H E  an cilla ry s ta ffs  es teem  needs. Th ose rela tin g  to b ein g kep t 
in form ed , h aving su ggestions  lis ten ed  to, tru s tin g  m anagem en t, th e qu a lity o f the 
in s titu tion ’s com p la in ts  system s , overa ll im m ed ia te m a n a gem en t rela tion s  and  
feelin g p a rt o f a  team , w ere com m on  es teem  need  m easu res  for b oth  grou ps . 
Recogn ition  and  app recia tion  can  be developed  th rou gh  su gges tion  schem es , 
m a n a gem en t rela tions  and  tru s tin g m anagem en t. A n cilla ry s ta ff can  a lso su s ta in  
feelin gs  o f respect from  m anagers  and  the w id er orga n isa tion  th rou gh  b ein g kep t 
in form ed , h aving an  effective com p la in ts  system s  a n d  from  co-w orkers  b y feelin g 
p a rt o f a  team. Th e relia b ility for these item s as tru e m easu res  o f the need , as  w ell 
as the es teem  n eed  itself, is  h igh  th rou gh  th is  du plica tion.
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Th e t- tes ts  fou nd  no s ign ifican t d ifferences  b etw een  the a n cilla ry s ta ff in  their 
feelin gs  o f b ein g kep t in form ed  (N H S  = 3.24, H E  = 3.34); th a t th eir  su ggestions  
w ere lis ten ed  to (N H S  = 3.12, H E  = 3.12); th e qu a lity o f m a n a gem en t rela tions  
(N H S  = 3.79, H E  = 3.80); and  feelin g pa rt o f a  team  (N H S  = 3.84, H E  = 3.87). O n 
a ll th ese aspects , es teem  need  sa tis fa ction  w a s  a t a  s im ila r level for b oth  types  o f 
an cilla ry staff.
Th e level o f tru s t th a t the s ta ff h a d  for their  m a n a gem en t did  s ign ifica n tly d iffer 
thou gh , w h ere the H E  s ta ff w ere m ore tru s tin g  than  the N H S  s ta ff (N H S = 3.28,
H E  = 3.43 p<0.05). Th e repea ted  loa d in g o f th is  n eed  w ith  others  rela ted  to 
feelin gs  o f respect, a tten tion  and  apprecia tion , adds  relia b ility to th e item  as an 
a ccu ra te m ea su re o f es teem  needs . It is  u n su rp ris in g  th a t the d egree o f es teem  
n eed  sa tis fa ction  d iffers  b etw een  the s ta ff s ince in d ividu a l m a n a gers  em p loy 
d ifferen t s tyles  o f m a n a gin g from  w h ich  tru s t flou rishes . Th is  su ggests  a  socia l 
in flu ence on  m otiva tion , perhaps  rela ted  to the style o f m a na gem en t, w h ich  is 
cons idered  fu rth er in  C hapter 12.
S a tis fa ction  w ith  the effectiveness  o f the orga n isa tion a l p rob lem  solving/  
com p la in ts  system s  a lso differed  s ign ifica n tly b etw een  the N H S  and  H E  sta ff. H E  
s ta ff w ere s ign ifica n tly m ore sa tis fied  w ith  their system s  (m ean  = 3.29) th a n  the 
N H S  s ta ff (m ean = 3.15, p< 0.05). Th e view s  o f a n cilla ry s ta ff a cross  8 u n ivers ities  
w ere ga thered  and those across  25 N H S Tru sts , so it is  u n likely th a t the 
com p la in ts  system s  a re exa ctly the sam e a t a ll in s titu tion s . S a tis fa ction  w ith  them  
w ill th erefore u n dou b ted ly d ivers ify b ecau se o f the va riety, as h a s  b een  show n  for 
these sta ff. Th e item  has  show n  to b e a  relia b le m ea su re o f es teem  needs  
n everth eless , poten tia lly th rou gh  the respect the p rob lem  solvin g sys tem s  fos ters  
b etw een  the w orker and  the w id er organ isa tion  b y s ign a llin g in ves tm en t in  staff. 
E steem  sa tis fa ction  w ith  these system s  is  less  w id esp rea d  thou gh .
D ifferences  a lso a rose in  the item s  m ea su rin g esteem , w h ich  su ggests  th ey are 
less  relia b le m easu res  o f the need. Prom otiona l p rospects  for th e N H S  s ta ff a lso 
loa ded  w ith  esteem  needs , perhaps  in  the opportu n ities  th ey p rovide for 
apprecia tion , respect and  recogn ition . Th ere has  a lso b een  con tra d iction  in  the 
m otiva tion  th a t p rom otion  appea ls  to in  p reviou s  s tu d ies  o f M as low 's  m odel,
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w h ere it m ea su red  esteem  in  sa lespersons  (B erl et al, 1984), b u t self- a ctu a lisa tion  
in  m a n a gers  (Porter, 1961) and  p rofess iona l s ta ff (M itchell and  M ou dgill, 1976; 
La w ler and  Su ttle, 1972 ). It is  u n likely th a t th is  level o f m a n u a l w orker w ou ld  
a lign  th eir person a l goa ls  for self- a ctu a lisa tion  w ith  th eir w ork  a sp ira tions  
com pa red  to th a t o f m anagers  and  p rofess iona ls , so u s in g p rom otion  as a  
m ea su re o f their  m otiva tion  to a ch ieve a ll th ey w a n t to a ch ieve or b ecom e a ll th ey 
ca n  becom e, w ou ld  be in appropria te. It w a s  con s idered  to p rovide opportu n ities  
for recogn ition , a ch ievem en t and p res tige th ou gh  as ha s  b een  show n  for  the N H S 
sta ff, com pa red  to th e need  for s ta b ility and  p red icta b ility in the w ork  role tha t 
w a s  fou nd  for the H E  sta ff, b u t the d ifference qu estions  its  relia b ility. Th e cu ltu re 
o f the orga n isa tions  w ill u n dou b ted ly in flu ence th e w a y th a t the an cilla ry s ta ff 
rega rd  p rom otion  and  m a y exp la in  th is  resu lt, b u t th is  w ill b e fu rth er cons idered  
in  the follow in g chapters . Th e t tes t did  n ot fin d  a  s ign ifica n t d ifferen ce b etw een  
N H S  and H E  s ta ffs  perceived  opportu n ities  for p rom otion , a lth ou gh  H E  s ta ff ra ted  
th em  s ligh tly h igh er (H E = 2.24, N H S =1.94, p>0.05). It m a y b e the ca se th a t the 
H E  s ta ff do perceive th a t th ey have grea ter p rom otion a l opportu n ities  than  the 
N H S  sta ff, b u t in  rea lity the chances  are the sam e. Th e percep tion  o f su ch  
chances  ra th er th an  the rea lity is  still im porta n t a s the in d ivid u a l’s in terp reta tions  
d irect their  m otiva tion . Th ose in  su ch low ly organ isa tiona l pos ition s  are 
cons id ered  to have s im ila r opportu n ities  for a dva n cem en t w ith in  the su pport 
fu nction , pa rticu la rly the u n iform  u se a cross  the sectors  o f tea m w ork in g  th a t 
requ ire team  lea ders  and su pervisory roles. Perhaps  the d ifferen ce in  percep tion  is 
du e to the com m u n ica tion  o f these opportu n ities  ra th er th an  th eir exis tence, 
w h ich  aga in  has  im p lica tions  for  the qu a lity o f m a n a gem en t rela tions .
Q u estions  rega rd in g the level o f a u ton om y experien ced  b y the H E  s ta ff and 
sa tis fa ction  w ith  th is  level (qu estions 35 and  36 respectively) a lso m ea su red  their  
es teem  needs. Th e t tests  show ed  th a t s ta ff did  n ot s ign ifica n tly d iffer in  the level 
o f con trol th ey experienced  (H E = 3.7613, N H S =3.6261, p>0.05) b u t H E  s ta ff w ere 
s ign ifica n tly m ore sa tis fied  w ith  their  level o f con trol th a n  the N H S  s ta ff 
(H E =3 .7877, N H S =3.1596, p<0.05). It m a y b e the ca se th a t a n y form  o f 
rela tionsh ip  w ith  th eir  m anagem en t, especia lly the tru s t th a t th ey in ves t in  the 
an cilla ry w orker th rou gh  a u tonom ou s  w ork in g, p rovides  the op p ortu n ity for 
ach ievem en t, recogn ition , independence and  freedom . A lth ou gh  th e H E  s ta ff felt 
less  a u tonom ou s  in  their  w ork  role th an  the N H S  sta ff, th ey w ere in  fa ct very 
sa tis fied  w ith  a  rela tionsh ip  th a t can fos ter feelings  o f self-w orth , ca pa b ility and 
p restige. Th e need  for au tonom y w a s  iden tified  as  an  exten s ion  o f M as low 's  es teem
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m otiva tion  in  m a n a gers  (Porter, 1961) b u t for the H E  s ta ff it a ppea rs  to m ea su re 
the origina l sou rce a long w ith  the other item s  on th is  fa ctor . Th e n ext n eed  show s 
th a t these m ea su res  o f a u ton om y in s tead  loaded  togeth er as a  d is crete n eed  for 
the N H S  sta ff, and  w ill b e cons idered  shortly. S u pport for the item s  b ein g reliab le 
m ea su res  o f the origina l es teem  n eed  is  n ot yet d ism is sed  u n til the N H S  s ta ffs  
a u ton om y n eed  is  cons idered .
G enera l s a tis fa ction  w ith  the w ork in g en viron m en t (qu estion  44) a lso loa ded  w ith  
esteem  for the H E  sta ff. Th e va ria b le w a s  in clu ded  as a  genera l m ea su re o f 
s a tis fa ction  to s trengthen  the fa ctor on w h ich  it loa ded  and  has  done so for esteem  
m otiva tion , b u t it m a y a lso su ggest th a t w ork in g cond ition s  reflect the 
orga n isa tion ’s in ves tm en t in the w orker and  the a pprecia tion  and  resp ect th a t 
th ey h ave for them . T  tes t resu lts  show  no s ign ifica n t d ifference b etw een  the two 
sam p les  (m eans H E =3 .6366, N H S =3.5646, p> 0.05) in  th eir sa tis fa ction  w ith  the 
phys ica l w ork in g environm en t. A lth ou gh  the item  s trengthened  th is  n eed  for the 
H E  s ta ff the m ea su re cannot b e cons idered  com p letely relia b le a s  it is  n ot shared  
b y the N H S  sta ff.
S ix item s  w ere sha red  h ow ever b etw een  the N H S  and  H E  s ta ff and  a ll a re 
cons idered  to appea l to M a s low ’s descrip tions  o f the es teem  n eed  for recogn ition , 
apprecia tion , respect and a ttention , as w ell as item s  u sed  to m ea su re es teem  in 
p reviou s  app lica tions . Th e relia b ility o f item s  a ssocia ted  w ith  m a n a gem en t 
rela tions  and the w id er organ isa tion  is  dem on s tra ted  as  a ccu ra te m ea su res  o f 
an cilla ry w orker’s es teem  needs.
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F ig ure  8 .5  NHS  &  HE  Au t onom y n eed  sat i sfact ion
The items that measu red the esteem  needs of the H E  s ta ff loaded independently 
bu t significantly for the N HS  staff. The level o f control and satisfaction w ith  this 
control that the N H S  s ta ff experienced were a  distinct sou rce o f motivation for 
these staff, that closely corresponds to the need for au tonomy. Althou gh  M aslow  
inclu ded the need for freedom and independence in  his description o f es teem  
needs, Porter (1961) identified a  fu rther esteem  need  in the motivation o f his 
sample of b ottom and m iddle managers since they
I “are logically distinct from  other items that are more commonly  
I associated w ith the term ‘esteem’.” Porter (1961, p. 3)
In  his study, sou rces o f au tonomy were those connected w ith  au thority, 
independent thought, goa l setting and determining methods and procedu res. In 
the present investigation o f ancillary workers, opportu nities for au tonom y are a t a 
lower, more b asic level and are considered to relate to degrees o f control and 
opportunities for independence.
Althou gh  the extent of control experienced measu red esteem needs for the H E  
staff, it still remains independent from  esteem  in the N H S  staff. M aslow  inclu ded 
the motivation for independence and freedom in his description o f es teem  needs 
w hich matches that for au tonomy. Perhaps Porter was w rong to distingu ish the
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au ton om y n eed  from  es teem  as th ey are so close, or a t lea s t th is  is  con s idered  
ina ppropria te for these low er level staff. Th e opportu n ities  a va ila b le for 
in depen den t th ou gh t a n d  freed om  w ith in  the organ isa tions  w ill a lso b e in flu en ced  
b y the a dop ted  m a n a gem en t s tyle a n d  m a y exp la in  w h y this  loa ded  w ith  oth er 
m easu res  o f su pervisory con ta ct for the H E  s ta ff and  exclu s ively for  the N H S  sta ff. 
Perhaps  the opportu n ities  are m ore d is tinctive and  exp licit for  the N H S  s ta ff 
com pa red  to the H E  sta ff.
Th e t tes t on ly fou nd  a  s ign ifica n t difference b etw een  sa tis fa ction  w ith  
m a n a gem en t con trol (H E =3 .7877, N H S = 3 .1596, p<0.05) a n d  n ot w ith  th e level o f 
con trol th ey felt th ey w ere u n d er (H E = 3 .7613, N H S =3.6261, p>0.05). B oth  
sa m p les  o f s ta ff felt th ey w ere con trolled , b u t the N H S  s ta ff w ere les s  s a tis fied  w ith  
th is  w h ich  cou ld  have a  nega tive in flu ence on  th eir  m otiva tion . Th is  m a y a lso b e 
w h y the item s  have loa ded  a w a y from  es teem  needs, s in ce low  sa tis fa ction  w ith  
con trol m a y give a  d ifferen t in terp reta tion  o f self-  respect, recogn ition  and  
ach ievem en t. Fu rth er in spection  o f th e da ta  w ill h elp  to es ta b lish  the relia b ility o f 
the item s  and  the need  for au tonom y.
Ge ne ral Sat isfac t io n
K e y
NH S
H E
F ig ure  8 .6  NHS  &  HE  Genera l  n eed  sat isfact ion
Th e gen era l sa tis fa ction  va ria b les  th a t w ere inclu ded  to s tren gth en  the n eed  item s, 
loa ded  in depen den tly for the N H S  sam ple. Th is  w a s  n ot the ca se for  the H E  
sam p le, as these item s  s tren gth en ed  th eir  es teem  a n d  s a fety needs . B eca u se the
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resu lts  a re so d ifferen t for s im ila r s ta ff in  m a tch in g sectors, it qu estions  the 
a ccu ra cy o f the item s  as m ea su res  o f a  specific form  o f m otiva tion . Fu rth er 
cons idera tion  o f these item s  w ill b e given  thou gh  b efore th ey a re rejected  as b ein g 
in a pp rop ria te m easu res  o f a n cilla ry s ta ff m otiva tion .
Summary
In  com pa rin g  the need  sa tis fa ction  resu lts  o f the N H S  and  H E  sta ff, su pport can 
b e show n  for the appropria teness  o f severa l o f M a s low ’s need  cla s s ifica tion s  o f 
m otiva tion . Th e du p lica tion  o f n eed s  b etw een  the tw o sam p les  are con s idered  to 
im p rove the relia b ility o f the resu lts  to su pport a spects  o f Resea rch  Q u estion  I.
N ot on ly w ere som e o f M a s low ’s needs  su pported , b u t so w ere the item s  for 
m ea su rin g them . Th e du p lica tion  o f these item s, d es ign ed  to m ea su re the need, 
a lso su pports  th eir d evelopm en t as relia b le m ea su res  o f m otiva tion  th a t w ill b e o f 
u se to those w ith  m a na geria l respon s ib ility for  these sta ff, an  in teres t in 
orga n isa tion a l b eh a viou r or those a pp lyin g M as low 's  m od el to low  level w orkers .
Th e form s  and sou rces  o f m otiva tion  th a t w ere rep lica ted  b y the a n cilla ry s ta ff are:
♦ ♦ ♦  S a fe ty  -  Measured by satisfaction w ith rate o f pay  and the level o f security the 
staff fe lt in their jobs  from being made redundant These items are considered to 
measure the motivation for predictability and consistency from  the w ork role to 
provide for one’s personal life.
♦ ♦ ♦  In s titu tio n a l s a fe ty  -  The duplication o f this need and its measures supports it 
as being a separate form o f safety from  the previous need found. This form  of 
motivation was measured by the need fo r trade union representation and the 
quality o f relations w ith the trade union representative fo r both sets o f ancillary  
s taff across the public sector. This source o f motivation considered the safety o f 
the role in the workplace mainly in the terms and conditions o f employment 
rather that personal safety fo r stability and security in one’s personal life. 
Support is demonstrated to establish a new  motivational source in the public 
sector work role.
♦ ♦ ♦  L o ve  a n d  b elon g in gn es s  -  The need fo r love and affectionate relationships  
were consistently measured by the need fo r good relations w ith co-workers and 
the motivation to play  an equal role in the service. Relations w ith other s taff and
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the sense o f being part o f a team were reliable items fo r measuring affectionate 
relations, giving and receiving love, being accepted and affiliated w ith others in 
the workplace. The duplication o f items between staff extends their reliability as 
w ell as their appropriateness as measures o f motivation in ancillary workers.
♦ ♦ ♦  E s teem  -  Many items were duplicated between the NHS and H E staff in 
measuring their need for recognition, appreciation, achievement, attention and 
respect. Items relating to the association o f s taff w ith their managers through 
trust, having suggestions listened to and problems dealt w ith as well as being 
kept informed, measured the esteem needs o f both sectors’ ancillary workers. 
Relations w ith co-workers also measured their need fo r confidence and 
appreciation, through feeling part o f team. The reliability o f this need and the 
items measuring this source o f motivation are greatly improved w ith this result.
Th ese find ings  show  cons iderab le su pport for the app rop ria ten ess  o f th e m a jority 
o f M a s low ’s cla ss ifica tions  o f m otiva tion  b ein g con s idered  in  th is  inves tiga tion . 
H ow ever  m otiva tion  to sa tis fy the grow th  need  d id  n ot m a teria lis e for the pu b lic 
sector w orkers  and ra ises  s im ila r thou ghts  for th is  resu lt as th ose show n  in  
C h a pter 6 d iscu ss ion . Fu rther cons idera tion  o f the n eed ’s im porta n ce is  requ ired  
to a scerta in  w h eth er grow th  and developm en t is a  sou rce o f m otiva tion  a t a ll for 
th ese sta ff, b efore it is  rejected  as ina ppropria te to th eir  m otiva tion .
Th e du p lica tion  o f th ree o f M a s low ’s need s  and  a  n ew  n eed  iden tified  in  th is  
inves tiga tion  su ggest tha t th ey are form s  o f m otiva tion  rega rd les s  o f sector . Th ere 
is  h igh  face va lid ity tha t the need  for sa fety, love and  b elongin gness , es teem  and 
n ow  in s titu tiona l sa fety a re tru ly h u m an  n eed s  to the w orker .
Need Importance
A s  show n  for n eed  sa tis faction , the du p lica tion  o f the n eed  as  w ell as the item s  
illu s tra tin g the n eed s  help  to estab lish  th em  as relia b le and  a ccu ra te m ea su res  o f 
m otiva tion  and  are cons idered  to show  su pport for M a s low ’s n eed  cla s s ifica tion s  
(Resea rch  Q u estion  I) . To u nders ta nd  the con s is ten cy in  w ork  m otiva tion  b etw een  
H E  and  N H S  sta ff, the independen t grou ps  t- tes t w a s  a ga in  em p loyed . Th is  help s  
to es tab lish  the tru e com m ona lity o f the item s  in  tes tin g for s ign ifica n t d ifferences  
b etw een  the sam p les  o f pu b lic sector w orkers . Th e resu lts  for a ll n eed  im porta n ce 
item s  can  b e fou nd  in  A ppen d ix 22.
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Safe t y  Needs
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F i g ure  8 .7  NHS  &  HE  Safety n eed  impor tance
Th e im portance o f b ein g sa fe from  harm , for  secu rity, s ta b ility a n d  p red icta b ility 
w ere cons idered  to b e sou rces  o f m otiva tion  for  b oth  the N H S  a n d  H E  a n cilla ry 
sta ff. F igu re 8.7 ab ove show s  th a t tw o item s w ere com m on  to the s ta ff in  
m ea su rin g th eir  sa fety need  im portance, w h ich  w ere b onu s  and  pen s ion  schem es . 
Perhaps  the a dd itiona l financia l s ecu rity th a t b on u s  sch em es  a llow  w ill h elp  the 
w ork er to es ta b lish  im m ed ia te s ecu rity and  s ta b ility and  th en  pen s ion  sch em es  
w ill con s ider th eir lon ger  term  con s is ten cy a nd  p red icta b ility in on e’s  h om e life. 
A lth ou gh  these a spects  o f the w ork  role w ere n ot m ea su red  in  p reviou s  s tu d ies  o f 
M as low 's  model, perhaps  for b ein g in a ppropria te sou rces  o f m otiva tion  in  th e w ork  
roles  o f U .S . u ndergradu a tes , engineers , a ccou n tan ts  a n d  m anagers , it w a s  va lid  
to in clu de th em  for the U K an cilla ry sta ff. N o s ign ifica n t d ifference w a s  fou n d  in  
the im portance a ss igned  to pension  sch em es  (N H S =4.40, H E =4.50, p> 0.05), 
h ow ever tha t a ss igned  to a  good  b onu s  schem e did s ign ifica n tly d iffer. Th e N H S  
sam ple ra ted  th is  as s ign ifica n tly m ore im portan t th a n  the H E  s a m p le (N H S  =
4.30, H E  = 3.67 p<0.05). Th is  m a y b e b ecau se b on u s  schem es  are m ore p reva len t 
to the N H S  w orkers  than  the H E  sta ff, and so th ey con s ider th em  a s  a  m u ch  m ore 
im porta n t sou rce o f a dd itiona l incom e than  their edu ca tion  cou nterpa rts . S u ch  
schem es  m a y not b e as w idesp read  in  the H E  sector, or perhaps  n ot as a ch ieva b le, 
so th eir  im portance and  va lu e is  d im in ished  b eca u se o f fa ilu re to a tta in  a n y s ort o f 
b enefit. Th ey m a y a lso have redu ced  s a fety m otiva tion  from  these schem es  
b ecau se previou s  a ch ievem en t has  con s is ten tly fa iled  or th ey s im p ly are n ot 
ava ilab le. O n face va lu e how ever, th is  resu lt w ou ld  in d ica te th a t the sch em es  are
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ava ila b le to a n cilla ry s ta ff in  b oth  a rm s  o f the pu b lic sector, b u t th ey a re a  grea ter 
sou rce o f s a fety m otiva tion  to the N H S  staff.
D esp ite the s ign ifica n t d ifference in  b onu s  schem e m otiva tion , the du p lica tion  o f 
b oth  these fin a n cia lly rew a rd in g in itia tives  on  th is  n eed s ’ im porta n ce im p roves  the 
relia b ility o f the item s  as tru e m ea su res  o f th is  m otiva tion . Th e rep lica tion  o f a  
good  pen s ion  schem e a lso s trengthened  its ’ relia b ility as a  m ea su re o f s a fety 
needs .
M easu res  o f s a fety need  im portance w ere a lso u n iqu e to each  sam p le o f ancilla ry 
staff. Job  secu rity (m arker va riab le) and  ra te o f p a y m ea su red  the sa fety n eeds  o f 
the N H S  sam p le a s w ell as the nu m b er o f days  a n n u a l leave, b u t n ot for th e H E  
sta ff. Th e fin a n cia l secu rity th a t the firs t tw o item s  p rovid e a re con s idered  to 
correspon d  w ith  M a s low ’s descrip tion  o f the n eed  in  p rovid in g a  sa fe en vironm en t, 
w ith  con s is ten cy and  rou tine in  the in d ivid u a l’s w orld  as w ell as  p reviou s  
a pp lica tions  o f th is  need  in  esta b lish in g p red icta b ility and  s ta b ility in the w ork  
role. N eed  sa tis fa ction  w ith  these item s  a lso m ea su res  the s a fety n eed  for  the N H S 
s ta ff as w ell as the H E  s ta ff so p reviou s  relia b ility o f th ese item s  for m ea su rin g the 
need  is  su pported  w ith  th is  resu lt. Fu rther cons idera tion  o f the d a ta  shou ld  be 
u n derta ken  b efore the im portance item s  a re rejected  as in a ppropria te. Th e t test 
fou n d  s ign ifica n t d ifferences  in  the im portance a ss igned  to a  good  ra te o f p a y 
(p<0 .05). Th e H E  sam p le fou nd  a  good  ra te o f p a y to b e s ign ifica n tly m ore 
im porta n t to them  than  their N H S  cou n terpa rts  (H E  = 4.8308, N H S  = 4.7611) b u t 
no s ign ifica n t d ifference w a s  fou nd for the im porta n ce o f job  s ecu rity (N H S =  4.81, 
H E =4.85, p>0.05). Th e low er im portance a ss igned  to ra te o f p a y b y the N H S  s ta ff 
m a y exp la in  w h y it h a s  loa ded  w ith  th is  low er level need , com pa red  to the es teem  
need s  m ea su red  in  the H E  sta ff. Perhaps  there is  a  cu ltu re in  N H S  a n cilla ry s ta ff 
th a t is  focu ssed  a rou nd  su ch  fin ancia l secu rity follow in g recen t ten d erin g 
exercises  and m ergers  and  so m otiva tes  them  a t a  m ore p rim itive level. B eca u se 
th eir job  ha s  b een  th rea tened , sa fety n eeds  to b e es ta b lish ed  b efore h igh er sou rces  
o f m otiva tion  can  appear . A ltern a tively th is  fin d in g m a y b e a  resu lt o f the data , 
w h ich  can  a lso happen, b u t the N H S  focu s  grou p  va lid a tion  d id  h igh ligh t sa fety 
is su es  as pa ram ou nt.
A n n u a l leave can  a lso b e u n ders tood  in  term s  o f p rovid in g s ta b ility and 
p red icta b ility for the N H S  a ncilla ry s ta ff in  orga n is in g  th eir w ork  and  h om e life, 
b u t w a s  n ot sha red  b y the H E  sta ff. U n ders ta n d in g h ow  lon g s ta ff have a w a y from
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th e w ork  p la ce w ill help  them  to stru ctu re b oth  th eir hom e and  w ork  life. Th e H E  
s ta ff felt d ifferen tly ab ou t th is  thou gh , w h ere th ey in s tea d  m ea su red  their  love and 
b elon gin gn ess  needs  and so qu estions  th e relia b ility o f th is  item  as  a  tru e m easu re 
o f a n y sou rce o f m otiva tion  in  M as low 's  m odel. A  s ign ifica n t d ifferen ce w as  
id en tified  b etw een  the im portance a ss igned  to A n n u a l Leave b etw een  the sta ff, 
w ith  the H E  s ta ff ra tin g them  as s ign ifica n tly m ore im p orta n t th a n  the N H S  s ta ff 
(H E  = 4.67, N H S  = 4.57, p>0.05). Th is  m a y su ggest th a t H E  s ta ff h a ve m ore 
a n n u a l leave than  the N H S  s ta ff and  en joy the a dva n ta ge o f h a vin g gu a ran teed  
s ta tu tory h olid a ys26 w h ich  th ey have com e to va lu e, or it m a y b e the ca se th a t 
th ey get so few  days  w h ich  is  w h y th ey are so im portan t.
O ther item s  m ea su rin g lon ger- term  sa fety needs  loa ded  for the H E  sta ff. The 
im porta n ce o f tra in in g opportu n ities , p rom otiona l p rospects  and  opportu n ities  for 
m u lti- sk illin g w ere a lso fou nd  to m ea su re the poten tia l s ecu rity o f the w orker in  
the organ isa tion , b u t w ere p red icted  to gau ge grow th  m otiva tion . Previou s  stu d ies 
o f m otiva tion  in  m a na gers  and p rofess iona ls  have in clu ded  qu estion s  on 
p rofess ion a l and  persona l grow th  to m easu re self- a ctu a lisa tion  (e.g. H a ll and 
N ou ga im , 1968; Fried lander, 1963; Rob erts  et al, 1971; Porter, 1961; A lderfer, 
1967). H ow ever it cou ld  b e tru e th a t p rofess ion a lly tra in ed  s ta ff have a  h igh er 
rega rd  for tra in in g and p rogress in g in  the organ isa tion  th a t th ey u se it as  a  
m ech a n ism  for u ltim a te ach ievem ent. Th is  w ou ld  n ot a ppea r to b e the ca se for the 
H E  s ta ff w h o rega rd  item s rela tin g to w ork  role developm en t as m otiva tin g a t a  
m u ch  low er level. A s  a  sou rce o f sa fety, these opportu n ities  cou ld  su gges t to the 
in d ividu a l th a t the organ isa tion  va lu es  them  and  is  w illin g to develop  th em  and 
secu re their lon ger- term  position .
O vertim e opportu n ities  have loaded  as p red icted  for th e H E  sta ff, as  a  m ea su re o f 
s a fety in  the a dd itiona l in com e th a t th ey offer. In  the sam e w a y th a t p a y p rovid es  
stab ility, con s is ten cy and p red icta b ility in  w es tern  society so too can  the 
a dd itiona l fin a n ces  from  w ork in g extra  hou rs . B eca u se the item  h a s n ’t m ea su red  
the sam e sou rces  o f m otiva tion  for each  set o f s ta ff thou gh , it qu estion s  its  
relia b ility as a  m ea su re o f sa fety m otiva tion . Fu rther con s idera tion  o f the d a ta  is 
n eeded  b efore th is  is  rejected . A lthou gh  th ey w ere d ifferen t th ey w ere n ot 
s ign ifica n tly so w ith  b oth  the N H S  and  H E  s ta ff ra tin g overtim e opportu n ities  as 
qu ite im porta n t (N H S  = 3.69, H E  = 3.74, p>0.05).
26 A n c i l l a ry  s t a f f  a re  st i ll  n e e d e d  in  h o sp i t a ls  d u r i n g  b a n k  h o l i d a y s  a s  t h e  p u b l i c  d o n ’t  st o p  
g e t t in g  sic k , b u t  un iv e rs i t i e s  c a n  c lo se  b e c a u se  t h e i r  d e m a n d  is n o t  a s  e sse n t i a l  a n d  so  
p e rm i t t in g  t h e  le av e  o f  a l l  st af f .
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U n ion  rep resen ta tion  is  a n oth er sou rce o f s a fety n eeds, b u t ha s p reviou s ly loa ded  
in d ep en d en tly for n eed  s a tis fa ction  and  has  done aga in  for th e N H S  s ta ffs  need  
im porta n ce (w h ich  w e w ill tu rn  to next). Th is  item  has b een  a rgu ed  to m easu re a  
sen se o f s ta b ility a n d  sa fety th a t is  d is tinct to the w orkp la ce setting, and  
pa rticu la rly to the pu b lic sector . Perh a ps  b y loa d in g on  th is  low er n eed  for  the H E  
s ta ff it s ign ifies  a  difference b etw een  the tw o a rm s  o f the pu b lic sector b u t 
con tinu es  to su pport it a s a  m easu re o f sa fety. Th e t- tes ts  fou nd  n o s ign ifica n t 
differen ce b etw een  th e tw o sa m p les  o f an cilla ry s ta ff in  the item s fou nd  to 
m ea su re s a fety m otiva tion  in  the H E  staff. A lth ou gh  the im portance ra tin gs  did 
n ot s ign ifica n tly d iffer, th e la ck  o f con s is ten cy in  s a fety need  im portance 
m ea su rem en t qu estions  the relia b ility o f the item s as  a pp ropria te to b oth  sam p les. 
Fu rth er con s idera tion  o f the da ta  w ill determ in e th is , and  is  looked  a t in  C h a p ter 
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F ig ure  8 .8  NHS  &  HE  Inst i tut ional  Safety n eed  impor tance
A  fa ctor th a t loa ded  for the N H S  s ta ff b u t not for the H E  s ta ff is con s idered  to 
c losely correspond  to the new  need  tha t has  b een  recu rren t in  th is  inves tiga tion , 
desp ite on ly one item  loa d in g on  the need.
Tra d e U n ion  rela ted  item s  are con s idered  to sp ecifica lly rela te to th e in d ivid u a l’s 
s a fety in  the organ isa tion , b y p rotectin g and  p rom otin g th eir  term s  and  con d ition s
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and  fa ir  trea tm en t, a n d  is  su pported  b y the N H S  resu lt. H ow ever th is  has n ot 
sh ow n  to b e tru e for  the H E  sta ff, w h ere th eir  im portance m ea su red  low er s a fety 
needs  w ith in  a n d  ou ts ide the w orkp lace. It m a y b e th a t there is a  d ifferen t 
em phas is  on  TU  b etw een  the tw o a rm s  o f the pu b lic sector, p oten tia lly in flu en ced  
b y th e exten t to w h ich  th ey are u sed  in  the w ork  role. Th e m u ch  m ore dyn a m ic 
a n d  govern m en t-d riven  na tu re o f the N H S  com pared  to u n ivers ities  m a y ca ll for 
grea ter and  w id er rep resen ta tion  and  as su ch  is  a  d is tin ct sou rce o f s a fety 
m otiva tion  w ith in  the w ork  role. D esp ite the d ifferen t load in gs  b etw een  the 
sectors , n o s ign ifica n t d ifference exis ts  b etw een  th e im portance ra tin gs  given  b y 
the sam ples  for  u n ion  rep resen ta tion  (p>0.05).
Lo v e  &  Be lo ng ingne ss Ne eds
F ig ure  8 .9  NHS  &  HE  Love and Bel ong ingness n eed  importance
Love and  b elongingness  n eed  im porta nce w a s  fou nd  in  b oth  the N H S  and  H E  sta ff. 
Item s th a t loaded  w ere cons idered  to b e close to M as low 's  d escrip tion  o f th e need , 
for love and  a ffectiona te rela tionsh ips , b elongin g to a  grou p , ca rin g for others  a n d  
b ein g a ffilia ted  w ith  others, a s w ell as those u sed  in  p reviou s  s tu d ies  th a t rela te to 
co-w orkers  (Porter, 1961; Fried lander, 1963; S h ou ra  and  S ingh , 1999; and  H a ll 
and  N ou ga im , 1968).
Th e item s th a t w ere com m on  to b oth  sets  o f s ta ff closely reflected  th is  d escrip tion  
and  w ere a rou nd  co-w orker rela tions . Th e im porta n ce o f h a vin g a  good  
rela tion sh ip  w ith  co-w orkers  a n d  w ork in g in  a  fr ien d ly a tm osphere m ea su red
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these need s  for b oth  grou ps  o f s ta ff in  the opportu n ity th ey p rovide for rela tions  
w ith  others  to flou rish . Th ese a re close to th ose u sed  in  p reviou s  s tu d ies  o f 
M as low 's  m odel su ch  as “the opportunity to develop close friendships” (Porter,
1961, p . 3); 'the working relationships I  had w ith my co-workers at my level was 
very good’ (F ried lander, 1963, p . 248); ‘Do you have friends in the w ork place?’ 
(S h ou ra  and  S ingh, 1999, p. 47) and “concern over establishing, maintaining, or 
restoring a positive affective relationship w ith another person or group in the work 
situation” (H a ll and  N ou gaim , 1968, p. 18) Th e du p lica tion  o f these item s 
s trengthens  their a pp rop ria teness  as m ea su res  o f love and b elon gin gn ess  needs, 
b u t there w ere s ign ifican t d ifferences  b etw een  each  sector . H E  s ta ff ra ted  the 
im porta n ce o f good  co-w orker rela tions  s ign ifica n tly h igh er th a n  the N H S  s ta ff (HE 
= 4 .7642, N H S  = 4.6767, p<0.05) and H E  s ta ff a lso felt th a t a  frien d ly a tm osphere 
w a s  s ign ifica n tly m ore im porta n t than the N H S  sa m p le (H E  = 4 .7751, N H S  = 
4.7024, p<0.05). Th e average im portance a ss igned  to these love and  b elongin gness  
sou rces  o f m otiva tion  a re very close indeed , and  the s ign ifica n ce o f the s ligh t 
d ifference m a y b e du e to the sam p le s izes  ra th er th an  b e tru e to th e popu la tion . 
Th e N H S  sam p le w a s  a lm os t dou b le the size o f the H E  sam p le, and  a lthou gh  the 
im porta n ce w a s  s im ila r th ere a re fa r m ore N H S  a n cilla ry w orkers  to con s ider in 
the m ea n  than  for the H E  s ta ff w h ich  m a y h ave m ade the d ifferen ce sign ificance. 
D esp ite the va ria tion  in  ra tin g  the m easu res  o f love and  b elon gin gn ess  need s  w ere 
th e sam e.
Pride ta ken  b y the N H S  s ta ff in  the service th ey delivered  w a s  a lso a  sou rce o f love 
and  b elongingness  im portance. Th is  item  w a s  p red icted  to m ea su re es teem  needs  
in  th e ju d gem en t th a t one m akes  ab ou t on eself w h ich  a lso in corpora tes  the view s  
o f others , and  b ased  on p reviou s  opera tiona lisa tions  o f th e n eed  (Porter, 1961; 
Rob erts  et al, 1971; Fried lander, 1963). H ow ever th is  h a s  n ot appea red  to b e the 
case for the N H S  sta ff, b u t the d ifference cou ld  be exp la in ed  b y a  va ria tion  in  th eir 
w ork in g practices . H osp ita l a ncilla ry s ta ff gen era lly w ork  in  sm a ll team s , eith er in 
term s  o f shifts , w a rd s  or specia lisa tion  w h ich  is d ifferen t to the in depen den t 
w ork in g  m ethod s  o f m anagers  and p rofess iona ls  in clu ded  in  p reviou s  stu d ies. 
Th erefore w h en  the a ncilla ry s ta ff are a sked  a b ou t the pride th ey h a ve in  the 
service th ey deliver, perhaps  th ey w ill a lso con s ider oth ers  in  th e tea m  th a t d eliver 
th is  service w ith  them . Th is  w ill m easu re their  sense o f b elon gin gn ess  and  b ein g 
a ffilia ted  w ith  or a ccep ted  b y others , ra th er th an  th eir p erson a l n eed  for 
recogn ition , a pprecia tion  and  independence.
C h a p t e r  8  I  R e se a rc h  Q u e s t i o n  I
P ag e  2 8 4  | R e l iabi l i t y  c o n s id e re d
Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's theory o f  mot ivat ion to anci l lary st a f f
Perha ps  the difference in  loa d in g b etw een  the N H S  and  H E  a n cilla ry s ta ff is a lso 
du e to va ria tion  in  w ork in g practices . Tea m -b a sed  w ork in g  m eth od s  m a y n ot b e as 
w id esp rea d  in  the H E  sector, so their an cilla ry s ta ff w ill on ly con s ider their own 
p erson a l p ride and thu s  th eir es teem  than  eva lu a tin g th is  in  rela tion  to others . 
D esp ite the d ifference in  loa d in g there w a s  no s ign ifica n t con tra s t b etw een  the 
im porta n ce a ss igned  b y ea ch  sam p le o f s ta ff (p>0 .05).
M a n a gem en t style a lso m ea su red  the love and  b elon gin gn ess  need s  o f th e N H S 
s ta ff and  w a s  a ga in  p red icted  to m easu re es teem  need s  b eca u se o f the con tact 
w ith  su periors  th a t p rovide an opportu n ity for recogn ition , resp ect and 
apprecia tion . O thers  have a lso m easu red  love and  b elon gin gn ess  need s  w ith  
qu estions  rela tin g  to su periors  (S hou ra  and  S ingh , 1999, p. 47; Fried la nder, 1963, 
p. 248) so th is  fin d in g  is  n ot com p letely u n su pported . Perh a ps  th e d ifference 
b etw een  the N H S  and  H E  s ta ff can  b e exp la ined  b y the style o f m a n a gem en t th a t 
the a n cilla ry s ta ff have b een  exposed  to and  su b sequ en tly w h a t th ey feel is 
im porta n t. For the N H S  s ta ff it w ou ld  appea r th a t th ey p refer a  m a n a gem en t style 
th a t a llow s  a  sense o f b elon gin g and  a ffilia tion  w ith  th e service th a t th ey provide, 
and  H E  s ta ff w a n t one th a t p rovid es  the scope for esteem , recogn ition  and  
a pprecia tion . Th is  w ou ld  requ ire fu rther inves tiga tion  thou gh , p rob a b ly w ith  m ore 
qu a lita tive m ethod s  to u n cover the ideas, th ou gh ts  and  op in ion s  o f the a ncilla ry 
s ta ff th a t have developed  du ring their w ork in g lives . Th ere w ere no s ign ifican t 
d ifference how ever b etw een  the im portance th a t ea ch  sam p le a ss igned  to the 
im porta n ce o f m a n a gem en t style (N H S  = 4.54, H E  = 4.56, p>0.05).
Th ree fu rther m easu res  o f love and  b elon gin gn ess  n eed  im porta n ce for  th e H E  
sta ff, have p reviou s ly m easu red  the m ore p rim itive s a fety n eed  in  th eir n eed  
sa tis fa ction  and  N H S  need  im portance. Th e im porta n ce o f a  good  ra te o f pay, job  
secu rity and  the n u m b er o f days  annu a l leave a re con s idered  (u s in g M as low 's  
descrip tions  and  p reviou s  app lica tions) to p resen t the opportu n ity for con s is tency, 
p red icta b ility a nd  s tab ility in on e’s w ork  and  person a l life, h ow ever th is  resu lt 
w ou ld  su ggest th a t H E  s ta ffs  b elongin gness  opportu n ities  are b ein g represen ted . 
Th e secu rity o f on e’s job , the am ou nt one is  pa id  and  the n u m b er o f holida ys  one 
receives  m a y s igna l a ccep tance b y the depa rtm en t or orga n isa tion  for the H E  
w orkers  thu s  in d ica tin g  their b elongingness . Th ere w ere s ign ifica n t d ifferences  
b etw een  th e im porta nce th a t the s ta ff a ss igned  to ra te o f p a y and  a n n u a l leave 
(p<0 .05), b u t no su ch  d ifference for job  secu rity. Th e H E  s ta ff ra ted  the form er 
item s  as  s ign ifica n tly m ore im portan t than  the N H S  w orkers , p erh a p s  exp la in in g
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w hy they motivate at a  h igher level. Althou gh  these items do not consistently 
measu re sa fety need importance, the repeated resu lts o f sa fety need satisfaction 
across the s ta ff encou rages fu rther investigation before the items are dism issed as 
u nreliab le measures.
Est e e m  Needs
N H S
H E
F ig ure  8 .1 0  NHS  &  HE  Est eem  n eed  importance
The items that loaded on this factor for each grou p are considered to provide the 
opportu nity for appreciation, respect, achievement, attention and feelings o f self-  
worth, and so closely correspond to M aslow ’s esteem  need classification and 
previous operationalisations. Three aspects o f the work role were common to both 
sets o f staff, which  improves their reliab ility as appropriate indicators o f th is  
sou rce o f motivation. The importance o f contact w ith  the supervisor, su pervisor’s 
b oss and customers are all considered to provide the opportu nity for recognition, 
appreciation, respect and a sense o f capab ility regardless o f the type of 
organisation in w hich the ancillary s ta ff are employed. Th is is su pported by 
previous studies that have also measured esteem u sing ‘respectfu l relations’ 
(M itchell and M oudgill, 1976; Shou ra  and Singh, 1999).
The resu lts o f the t test show  that no significant difference existed b etween the 
level o f importance assigned to two of the three variab les by each  sector (p<0.05). 
A  significant difference did arise however for the importance o f contact w ith  one’s 
su pervisor where HE  s ta ff considered this s ignificantly more important than  the
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N H S  s ta ff (H E  = 4.44, N H S  = 4.35, p<0.05). A lth ou gh  the d ifference in  im portance 
is  s ign ifican t, b oth  grou ps  o f s ta ff apprecia te the con ta ct th ey have w ith  their  
su pervisors  as  th ey a re gen era lly the shop floor’s lin k  to m a n a gem en t and the 
w id er FM  service. Th e a ncilla ry su pervisor’s role is  gen era lly to im p lem en t th e 
w ish es  o f h igh er m a n a gem en t b u t a lso to voice the op in ion s  o f the fron t line 
a n cilla ry s ta ff in  deliverin g  these w ishes . Th e con ta ct th a t s ta ff h a ve w ith  their  
su pervisor w ill th erefore b e o f grea t im porta nce to b elon gin g to and  m a kin g a  
con trib u tion  to the service and the organ isa tion . A ltern a tively the ca u tion a ry 
approach  is  th a t the s ign ifican t d ifference is  du e to the da ta set a nd  so is  n ot a  
tru e reflection  o f a  d ifference b etw een  the popu la tion s .
A lso m ea su rin g the es teem  need  m otiva tion  o f the H E  s ta ff is  th eir p ride in  the 
service th ey deliver and  their job  va riety. Th e a ch ievem en ts  o f the an cilla ry 
w orkers  in  rela tion  to others  w ere ta rgeted  w ith  the form er item , so p red ictin g to 
m ea su re love and b elongingness , w h ich  w a s  a lso va lid a ted  b y the focu s  grou p  
in terview s  w h ere s ta ff m ade referen ce to ‘ow n in g’ the a rea  th ey clea ned  and  how  
th is  im pa cted  on  how  oth ers  ra ted  their w ork. H ow ever w ith  th is  resu lt for the H E  
staff, perhaps  oth ers ’ ju d gem en ts  have m ore im pa ct on  the w a y the H E  s ta ff ra te 
th eir ow n  pride than  it does  on the N H S  sta ff. Th is  cou ld  on ce a ga in  b e exp la in ed  
b y the na tu re o f w ork in g p ractices  b etw een  the N H S  and  u n ivers ities , w h ere the 
H E  s ta ff m a y b e m ore indepen den t in  the role th ey perform  so a n y eva lu a tion  o f 
p ride w ill solely reflect their ow n  w ork. D esp ite the con tra s t in  the sou rce o f 
m otiva tion  th a t p ride appea ls  there w a s  no s ign ifica n t d ifferen ce in  the im porta n ce 
a ss igned  b y the a ncilla ry sta ff. B ecau se the item  has  h igh  fa ce va lid ity in  
m ea su rin g M as low 's  descrip tion  o f es teem  needs, b u t it has n ot b een  sha red  b y 
b oth  sam ples , fu rther in vestiga tion  is  recom m en ded  to con firm  its  
appropria teness .
Th e im portance o f va riety in  the w ork  role a lso m ea su red  the con fidence, 
independence, a ch ievem en t and recogn ition  o f the H E  sta ff. Th is  w a s  p red icted  to 
m ea su re the grow th  need, w h ere va riety a llow s  the op p ortu n ity to b ecom e a ll one 
can  b ecom e (w h ich  is  w h a t it h a s  m easu red  in  the N H S  sta ff) p erta in in g to H all 
and  N ou ga im ’s self- a ctu a lisa tion  m easu re o f Stimulation - “the need fo r activity  
w hich stimulates curiosity and induces excitement The need fo r interesting work, 
fo r unique and varied experiences” (1968, p. 18). H ow ever th is  ha s  n ot b een  show n  
for the H E  staff, w h o perhaps  in terp ret ta sk  va riety in  rela tion  to others . Ra ther 
th a n  focu ss in g on  on e’s ow n  a ch ievem ents  and strength  in  the va riety o f skills  one 
has , the H E  w orker is  in s tead  seeking respect, p res tige and  recogn ition  from
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others for the va riety o f tasks in  which they are proficient. Althou gh the 
importance o f different needs w ere measu red b y this item  there was no significant 
contrast in  the importance assigned to job  va riety b y each sector (p>0.05).
M anagement style also measu red the esteem needs o f the HE staff, and in fact 
loaded as predicted for the perceived opportu nity it provides for recognition, 
respect and appreciation. Th is was found to measu re the N HS  s ta ffs  love and 
b elongingness needs though and it was su ggested earlier in the chapter that the 
resu lt may reflect the style o f management that the s ta ff are considering in their 
eva lu ation o f what is important. There was no significant difference however 
b etw een  the importance assigned to this aspect o f the work role.
The failu re to replicate both pride, job  va riety and management style b etween the 
sets o f ancillary s ta ff ca lls for fu rther consideration o f the items as accu rate 
measu res o f either love and belongingness, esteem  or self-actu a lisation 
motivation.
Se lf -ac tualisat io n  Ne eds
Key
NHS
H E
F ig ure  8 .1 1  NHS  &  I I E  Sel f -actual i sat ion n eed  im jx )r tance
Items relating to personal development loaded independently for the N H S  sta ff 
w ith  no comparison for the HE  workers. The natu re of the items are considered to 
closely correspond to M aslow ’s u ltimate need o f self-actu a lisation and previous 
operationalisations o f the need (Hall and Nougaim, 1968; Friedlander, 1963;
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Porter, 1961; La w ler and Su ttle, 1972; Rob erts  e ta l, 1971 ). O pportu n ities  for 
p erson a l developm en t and  the a cqu is ition  o f fu rth er sk ills  w ere con s idered  to 
m otiva te a n cilla ry s ta ff to b ecom e a ll th ey can  b ecom e in  the w ork  role and 
nu rtu re feelings  o f self- fu lfilm en t. H ow ever the relia b ility o f th ese item s  in  
m ea su rin g th e grow th  need  is  qu estioned  since th ey have n ot loa ded  in  the same 
w a y for the H E  staff. Th e im portance o f tra in in g and m u lti- sk illin g opportu n ities  
as w ell as p rom otion a l p rospects  a ll m otiva ted  the H E  s ta ff in  th eir sa fety n eeds  
for s ta b ility in the organ isa tion  and person a l life. B y m ea su rin g su ch  a  b a s ic need, 
d evelopm en t opportu n ities  are th ou gh t to b e cons id ered  in  the short- term  b y the 
H E  s ta ff and  h ow  th ey im pa ct on others , and their  p rovis ion  o f th e b a s ic needs.
Th e loa d in g o f these item s  as an indepen den t n eed  for th e N H S  s ta ff perha ps  
su ggest th a t th ey have considered  these opportu n ities  on  a  m ore in d ividu a l and 
person a l level, a ssu m ing logica lly th a t im portance m ea n s  p erceived  d elivery o f th is  
role developm en t. Th e resu lt w ou ld  su ggest th a t th ey are m a k in g lon ger- term  
in vestm en ts  in  their w ork  role, as w ell a s s trivin g for grow th  in  th eir cu rren t role. 
Perhaps  the N H S  s ta ff have grea ter ca reer a sp ira tions  th an  th e H E  sta ff, or the 
in crea sed  im portance reflects  grea ter opportu n ities  for the N H S  sta ff. H ow ever the 
t- tes t fou nd  no s ign ifican t con tra s t b etw een  the tw o sets  o f a n cilla ry s ta ff in  th eir 
d evelopm en t opportu n ities , su ggesting th a t w ork  role d evelopm en t fa ctor m a y 
indeed  m otiva te the N H S s ta ff on a  d ifferen t level to the H E  w orkers .
Job  va riety a lso reflected  the m otiva tion  to person a lly grow  and  develop  for the 
N H S  s ta ff w h ich  ins tead  w a s  cons idered  in  rela tion  to others  for the H E  sta ff. In  
m ea su rin g th eir es teem  need, the H E  s ta ff m u s t u se su ch  a  d evelopm en t 
opportu n ity for recogn ition  and  a pprecia tion  from  others  in  con tra s t to the 
person -cen tred  ju d gem en t o f the N H S sta ff. Th ere w a s  no s ign ifica n t d ifferen ce in  
the im porta nce a ss igned  to th is  sou rce o f either es teem  or self- a ctu a lisa tion  
m otiva tion  b etw een  the sectors, b u t the fa ilu re for th is  and  a ll these item s  to b e 
rep lica ted  qu estions  their accu ra teness  as m ea su res  o f m otiva tion .
S im ila rly overtim e opportu n ities  w ere u n iqu e to the N H S  s ta ff in  m ea su rin g their 
self- a ctu a lisa tion  needs, and  so aga in  qu estions  its  relia b ility as a  m ea su re o f the 
grow th  need. Th is  item  w as  in  fa ct p red icted  to m ea su re s a fety need s  w h ich  has  
b een  fou n d  to b e the case for the H E  staff. A t face va lu e th is  resu lt w ou ld  su gges t 
th a t overtim e opportu n ities  in s tead  dem on s tra te the grow th  n eed  for  the N H S  
sta ff, m a yb e b ecau se o f the extra  tim e to develop  in  the w ork  role, ta k in g on  new
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skills  and  respons ib ilities . Fu rth er ana lys is  is  n eeded  to esta b lish  the relia b ility o f 
th is  a spect o f the w ork  role as a  tru e m easu re o f a n cilla ry s ta ff m otiva tion .
Summary
In  su m m a ry the resu lts  for need  im portance show  firm  su pport for th ree o f 
M a s low ’s m otiva tion  cla ss ifica tions  tha t a re va lida ted  b y  the descrip tion s  o f the 
need s  and  p reviou s  opera tiona lisa tions  b y other resea rchers . Th e rep lica tion  o f 
the need s  b etw een  each  set o f a n cilla ry s ta ff a lso add s  relia b ility to their  
a pp lica b ility in  m ea su rin g their m otiva tion , and su b sequ en tly M as low 's  th eory of 
h u m an  m otiva tion . N ot on ly w ere the needs  rep lica ted  b u t a lso som e m ea ns  for 
their m easu rem en t. A s  su ggested  in  n eed  sa tis fa ction , the con s is ten cy in  need  
m ea su rem en t adds  relia b ility to the resu lts  as a pp rop ria te to the s tu dy o f 
m otiva tion  in  the w orkp lace.
Th e n eed s  and  m easu res  repea ted  b y the N H S  and  H E  s ta ff n eed  im porta n ce w ere:
❖  S a fe ty  -  The importance o f these needs were measured by bonus schemes and 
a good pension scheme. These are considered to allow  stability and 
predictability in one’s immediate work life and also consideration o f longer-term 
security once the working life is over.
❖  L o ve  a n d  b elon g in gn es s  -  The importance o f affectionate relationships, and 
being accepted and affiliated w ith others was measured by good co-w orker 
relations and a friendly  atmosphere. These items closely correspond to those 
shown to measure the satisfaction o f this need which improves their reliability 
further as accurate measures o f this need.
❖  E s teem  -  Many items were shared that measured the motivation fo r respect, 
confidence, achievement, appreciation and recognition. As also found for need 
satisfaction relations w ith managers were the main source fo r esteem 
motivation. The importance o f contact w ith the immediate supervisor and the 
supervisor’s boss (manager) consistently measured esteem across the ancillary  
staff. Although customers were different fo r the groups o f ancillary staff, the 
opportunity fo r respect and feelings o f self-w orth created through their contact 
remained a reliable measure o f this motivation through its replication.
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O nce aga in  these find ings  show  s trong su pport for severa l o f M as low 's  
cla ss ifica tions  o f h u m an  m otiva tion  and th u s  su pport for Resea rch  Q u estion  I. As 
a lso fou nd  for n eed  sa tis faction , th ree o f th e fou r need s  u n d er  in ves tiga tion  have 
b een  su pported  th rou gh  th eir rep lica tion  on  sepa ra te inves tiga tions . Th e reliab ility 
o f item s  m ea su rin g  each  need  has  a lso b een  es ta b lish ed  w ith  con s is ten t 
m easu ring.
O nce aga in  th e low es t and  h igh es t m eans  o f m otiva tion  have n ot b een  su pported  
in  the need  im portance o f the a ncilla ry sta ff, w h ich  pa rticu la rly con firm s  the 
irreleva n ce o f the m os t p rim itive need  in  w ork  m otiva tion . A lth ou gh  the grow th  
need  for self- a ctu a lisa tion  w a s  iden tified  in  the N H S  sta ff, th is  w a s  n ot the ca se for 
the H E  w orkers . S ince the im portance o f self- a ctu a lisa tion  does  n ot s igna l its  
depriva tion  (as it does  for the being needs) the im porta n ce qu es tion in g w a s  
in clu ded  to esta b lish  the n eed s ’ appropria teness  to a n cilla ry s ta ff m otiva tion . The 
fa ilu re o f need  rep lica tion  b etw een  the sam p les  pu ts  th is  in to qu estion .
Th ere w a s  a lso som e su pport in  th is  s ta ge o f the in ves tiga tion  for the sa fety n eed  
th a t ha s  b een  fou nd  to be d istinctive to the w ork  role. In s titu tion a l sa fety w a s  
detected  as an im porta n t sou rce o f m otiva tion , b u t on ly for the N H S  s ta ff w ith  the 
TU  rela ted  item  loa d ing independen tly. For the H E  s ta ff th is  w a s  s till a  sou rce of 
s a fety m otiva tion  for p red icta b ility and  con s is tency, b u t a t the m ore gen era l level 
in  a ll a spects  o f the life as opposed  to sa fety th a t is  specific to the w orkp la ce term s 
and  cond ition s . Previou s  rep lica tion  o f the in s titu tion a l sa fety n eed  in  need  
sa tis fa ction  w a rra n ts  fu rther in ves tiga tion  b efore th is  n ew  n eed  ca n  b e rejected  as 
an  n on -exis ten t form  o f m otiva tion  in  a n cilla ry sta ff.
Th e exten t to w h ich  Resea rch  Q u estion  I can be su pported  follow in g th is  s ta ge of 
the in ves tiga tion  w ill n ow  b e considered .
Disc ussio n
Th ere is  s tron g su pport for the su ita b ility o f th ree m ea ns  o f m otiva tion  
dem on s tra ted  b y con s is ten t load ing on n eed  sa tis fa ction  and  im porta n ce for b oth  
grou ps  o f an cilla ry sta ff.
Safety  needs  w ere fou nd  to m otiva te s ta ff p rim a rily th rou gh  fin a n cia l m ea n s  to 
p rovide consis tency, p red icta b ility and  rou tine. Ra te o f p a y and  job  secu rity w ere
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repea ted  m ea su res  o f s a fely n eed  sa tis fa ction  for  th e w orkers , and  b on u s  schem es  
and  good  pens ion  schem es  ha rm on iou s ly m ea su red  the n eed s ’ im porta nce. 
A lth ou gh  determ ined  b y and  specific to the w ork  role, th ese fin a n cia l rew a rds  
p rovide sa fety in  a  w id er con text, pa rticu la rly to the s ta b ility and  con s is ten cy o f 
the person a l life. Pay, p ens ion  and b onu ses  p rovide fin a n cia l rem u n era tion  for 
on e’s person a l life in  the short-  and  long-term , and  the secu rity o f on e’s job  
determ ines  w h eth er th is  is  to continu e. Th is  a llow s  for p red icta b ility in  on e’s 
im m ed ia te fin a ncia l com m itm ents  as w ell a s  p rovid in g s ta b ility for on e’s persona l 
life w h en  th ey face retirem ent. O thers  have a lso u sed  item s  rela tin g to 
p red icta b ility and  secu rity as m easu res  o f s a fety m otiva tion  in  tes tin g M as low 's  
m odel (S hou ra  and  S ingh, 1999; B erl et al, 1984; H a ll and  N ou ga im , 1968; Law ler 
and  S u ttle, 1972) and  the close reflection  b etw een  these a pp lica tion s  and  those 
fou nd  for the an cilla ry s ta ff adds  va lid ity to the n eed  fou nd  and  the con s is ten t 
m ea su rem en ts .
It w ou ld  appea r from  the resu lts  th a t th is  is  in  fa ct the m os t p rim itive form  o f 
m otiva tion  for these s ta ff in  the orga n isa tiona l settin g and  n ot p h ys iologica l needs  
for poten tia l rea son s  d iscu ssed  in  C hapter 6. Th ese fin d in gs  w ou ld  aga in  ra ise the 
qu estion  o f the grea ter relevance o f A ld erfer ’s E xis tence n eed  rela tin g to m a teria l 
ends  over M as low 's  low est needs . An d  a lthou gh  the m a jority o f m a teria l- rela ted  
item s  h a ve con tinu ed  to load  together for H E  a n cilla ry sta ff, M a s low  still offers  a  
m ore ‘p sych ologica l- b a sed ’ descrip tion  o f sa fety m otiva tion  for p red icta b ility, order 
and  sta b ility than  ju s t m otiva tion  for m a teria l- ends  in  them selves .
It m a y b e the case th a t ph ys iologica l n eeds  are so close to sa fety, as  A ld erfer 
su ggests , th a t th ey w ill n ot loa d  as d is tin ct n eeds  so th e resu lts  ca n  th en  b e 
cons idered  su pportive o f an  E xistence need. H ow ever no item s  w ere in clu ded  in  
the qu estionna ire th a t d irectly m easu red  su ch  b a s ic d rives  for th irs t and  h u nger 
so none loaded  w ith  the m a teria l n eeds  th a t are con s idered  to ch a ra cterise the 
sa fety need. Fu rther w ork  w ou ld  have to b e u n derta ken  to b e ab le to relia b ly 
su pport the E xistence need  in  a ncilla ry sta ff, b u t th is  resea rch  is  a  tes t o f 
M a s low 's  m odel o f m otiva tion , and the item s loa d in g on  th is  n eed  m ore 
a pp rop ria tely su pport the p sychologica l d escrip tion  o f sa fety given  b y M a s low  th a n  
the p ra ctica l m a teria l ends  iden tified  b y A lderfer.
Th e need  for love and belongingness  h a s  b een  fou n d  to b e a  fu rth er relia b le 
sou rce o f m otiva tion  for these sta ff. Th e n eed  to es ta b lish  ca rin g and  a ffection a te 
rela tion sh ips , to b e accepted  and a ffilia ted  w ith  others  and  b elon gin g to a  grou p ,
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w ere con s is ten tly m ea su red  across  the sets o f a n cilla ry sta ff. Th e n a tu re o f the 
item s  m ea su rin g th is  n eed s ’ sa tis fa ction  and  im porta nce are con s idered  to 
d epen da b ly reflect M as low 's  descrip tions . S a tis fa ction  w ith  good  co-w orkers  
rela tion s  and  p la yin g an equ a l role in  the team  w ere s tea dy m ea su res  o f the n eed s ’ 
s a tis fa ction  as w ell as reliab le th rou gh  their  rep lica tion . Th e im porta n ce o f good 
co-w orker rela tions  and  a  frien d ly a tm osphere w ere fu rth er repea ted  m ea su res  o f 
love and  b elongingness  and  so can  a lso be rega rded  as  relia b le criterion  for  these 
w orkers  in  the organ isa tiona l setting. A s  d is cu ssed  in  C h a p ter 6 p reviou s  stu dies 
th a t h a ve exp lored  (ra ther than  controlled ) the n a tu re o f the needs  in  w orkers  
h a ve n ot fou nd  a  d is tin ct love and b elongingness  or socia l n eed  as  show n  here, 
w ith  item s  in s tead  m ea su rin g es teem  or rela tedn ess  n eeds  (e.g. Rob erts  et al,
1971; A lderfer, 1967). N evertheless  the na tu re o f the n eed  th a t h a s  b een  fou nd  in 
th is  resea rch  w ith  tw o sepa ra te sam ples  on tw o sepa ra te occa s ion s  is  cons id ered  
to b e h igh ly su pportive o f M as low 's  d escrip tion  o f love and  b elon gin gn ess  needs. 
Th e va ria tion  b etw een  these resu lts  and  those o f p reviou s  s tu d ies  cou ld  b e du e to 
a  nu m b er o f factors  tha t w ere a lso d iscu ssed  in  C h a p ter 6 in  rela tion  to the N H S  
fin d in gs  and  con tinu e to stand  the H E  resu lts . B u t the find in gs  o f th e cu rren t 
s tu dy w ou ld  su ggest tha t love and b elon gin gn ess  is  an  a ppropria te sou rce o f 
m otiva tion  for the pu b lic sector a ncilla ry sta ff.
Esteem  w a s  a lso a  cons is ten t sou rce o f m otiva tion  for these w orkers . Th e item s 
m ea su rin g th is  n eed  a ll rela ted  to con ta ct w ith  others , w h ich  p rovid es  th e 
opportu n ity for recogn ition , respect, a pprecia tion  and  a tten tion . Rela tion s  w ith  
others  can  a llow  one to m ake an eva lu a tion  o f on es elf from  th eir perspective, 
pa rticu la rly rela tion s  w ith  su periors  (w h ich w ere fou nd  to b e the m a in  m ea su re in 
th is  resea rch ). E s teem  need  sa tis fa ction  w a s  con s is ten tly m ea su red  a cross  the 
an cilla ry s ta ff b y the level o f tru s t th ey held  for th eir service m a n a gem en t and 
in d ica tors  o f resp ect b y b ein g kep t in form ed , h a vin g su ggestion s  lis ten ed  to and  
p rob lem s  dea lt w ith . A ld erfer (1967) in clu ded  a  m ea su re o f Resp ect from  S u periors  
to a scerta in  w orkers  Rela tedness  needs  th a t he u sed  to com b in e M a s low 's  love 
and  b elon gin gn ess  and  esteem  needs, w h ich  is  close to the item s  fou n d  here. H e 
a lso m ea su red  th is  com b ined  need  u s in g item s  rela tin g to Respect from  Peers  
w h ich  can  a lso b e su pported  here to som e exten t s in ce the n eed  to feel p a rt o f a  
tea m  loa ded  w ith  those rela tin g to rela tion s  w ith  su periors . H ow ever desp ite th is  
la tter item  loa d in g s im ila rly for b oth  sam ples  o f a n cilla ry s ta ff w ith  es teem  needs, 
a  fa ctor a lso loa ded  tha t w a s  close to M a s low 's  love and  b elon gin gn ess  n eed  as 
show n  ab ove w ith  item s on co-w orkers. Th erefore th ere con tin u es  to b e m ore 
correspondence in  th is  n eed  w ith  M as low 's  descrip tion  o f es teem  m otiva tion  and
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the p reviou s  need  w ith  love and b elongingness  th a n  th ere is  for A ld erfer ’s 
com b in a tion  o f the needs .
Th e im porta nce o f con ta ct w ith  on e’s su pervisor and  su pervisor’s b oss  (m anager) 
a lso m ea su red  the im porta nce o f es teem  needs  as  d id  th e n eed  for  a  good  
m a n a gem en t style. Th is  is  aga in  cons idered  to em u la te th e m otiva tion  for prestige, 
con fidence and ach ievem en t w ith  th is  close con ta ct a nd  th u s  im p roves  the 
relia b ility o f the item s  in  m ea su rin g the need. E steem  m otiva tion  to feel w orth y 
and  o f u se to the w orld  w a s  con s is ten tly in d ica ted  across  the a n cilla ry s ta ff b y the 
im porta nce o f con ta ct w ith  their cu stom ers , w h ich  p rovides  s ta ff w ith  the 
opportu n ity for d irect feedb a ck  a b ou t th eir w ork  a nd  for them  to u n ders ta n d  the 
im porta n ce o f the service th ey deliver. Perhaps  th is  origin a l27 em pirica l su pport for 
M a s low 's  es teem  n eed  is  aga in  du e to the n a tu re o f th is  sam p le com pa red  to those 
inclu ded  in  p reviou s  tests . B ecau se the a ncilla ry s ta ff occu py su ch  low  p os itions  
w ith in  th eir orga n isa tions  th ey are su pervis ed  and  m a n a ged  m u ch  closer th an  the 
m anagers , engineers  and  a ccou ntan ts  th a t have p reviou s ly b een  cons idered . 
C on ta ct w ith  su periors  for the a ncilla ry s ta ff w ill th erefore b e o f a  m u ch  m ore 
form a l and  regu la r natu re, com pa red  to those experien ced  b y m a n a gers  and 
p rofess iona ls , th a t w ill p rovide opportu n ities  for them  to express  a pprecia tion , 
respect and  recogn ition  in  the w orkers .
Th e n eed  sa tis fa ction  resu lts  s igna lled  s trong su pport for a  n ew  sou rce o f 
m otiva tion  th a t is  specific to the w orkp la ce. Th e in s titu tion a l safety  n eed  w a s  
m ea su red  in  b oth  the N H S  and H E  s ta ff b y item s  rela tin g to tra de u n ion  
m em b ersh ip  and rela tions  w ith  their  trade u n ion  represen ta tive. Th e focu s  o f TU s  
on en su rin g fa irness , s tab ility and secu rity in  th e term s  and  con d ition s  o f the 
w orkp la ce and  the w ork  role, a re cons idered  to reflect M a s low 's  sa fety n eed  
descrip tion , b u t it is  m ore specific to the sa fety o f th e w orker th a n  it is  the 
ind ividu a l. Th e im portance o f trade u n ion  rep resen ta tion  m ea su red  a  n eed  close to 
in s titu tiona l sa fety for the N H S  s ta ff and the sa fety n eed s  o f the H E  sta ff, so the 
la ck  o f con s is ten cy b etw een  the sam p les  redu ces  the relia b ility o f the n eed  in  the 
im porta n ce inves tiga tion . H ow ever the repea ted  m ea su rem en t o f th e n eed  in  the 
sa tis fa ction  ana lys is  does  im p rove the va lidity. Fu rth er con s idera tion  o f the da ta  
w ill a llow  grea ter  u n ders ta n d in g o f w h eth er a  n ew  sou rce o f m otiva tion  shou ld  be 
added  to M as low 's  cla ss ifica tions . Th is  w ill follow  in  th e n ex t chapter.
27 s in c e  o t h e rs  h a v e  e i t h e r  f o u n d  lo w  in t e rn a l  c o n s i s t e n c y  in  t h e  e st e e m  n e e d  i t e m s (P o rt e r,  
19 6 1 ; H e rm a n  a n d  H u l in , 1 9 7 3 ) o r  f o u n d  t he  n e e d  to  o v e r lap  w i t h  lo v e  a n d  b e lo n g i n g n e ss  a n d  
se l f -a c t ua l i sa t i o n  (A lde rf e r, 1 9 6 7 ; R o be r t s  et a l ,  1 9 7 1 ).
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Th e grow th  need  iden tified  b y M a s low  w a s  on ly fou nd  in  th e n eed  im porta nce of 
the N H S  sta ff, and  so qu estions  the relia b ility o f th is  sou rce o f m otiva tion  for all 
an cilla ry staff. Th e im porta nce o f s e lf-actualis ation  to th ese s ta ff w a s  m easu red  
b y d evelopm en t and  grow th  opportu n ities  in  the w ork  role th rou gh  tra in ing, m u lti­
skilling, p rom otion a l p rospects  and  job  va riety. Th ese item s  and  th eir con finem en t 
to n eed  im portance, is  s im ila r to others  th a t have exp lored  the n a tu re o f these 
need s  to w orkers  (e.g. Rob erts  et al, 1971; Alderfer, 1967). Th e su pport show n  in 
th is  resea rch  b y the N H S  s ta ff for a  grow th  need  perha ps  su ggests  th a t th ey are 
m a kin g lon ger- term  in vestm en ts  in  their w ork  role th a n  the H E  sta ff, or have 
grea ter a sp ira tions  than  th eir H E  cou nterpa rt, or the N H S  s ta ff h a ve grea ter 
opportu n ities  for developm en t in their organ isa tions . S a fety m otiva tion  w a s  
m ea su red  b y the im portance o f these item s  in  the H E  s ta ff w h ich  w ou ld  su ggest 
th a t short- term  b enefits  a re b ein g cons idered  m ore th an  th e lon ger- term  
developm en ts  and  grow th  o f the w orker.
Th e im porta nce o f th is  n eed  w a s  the on ly ind ica tion  th a t self- a ctu a lisa tion  w a s  
appropria te to an cilla ry sta ff. Th e need  w a s  n ot fou nd  in  the n eed  sa tis fa ction  of 
eith er grou p o f ancilla ry s ta ff n or w a s  it fou nd  in  the need  im porta n ce o f the H E  
staff. Th is  a b sence qu estions  it as a  relia b le sou rce o f m otiva tion  for these staff. 
Perhaps  the a ncilla ry w ork  role does  n ot p rovid e the opportu n ities  for self-  
fu lfilm en t or for  m eetin g on e’s fu ll poten tia l th rou gh  the job . Th is  m a y b e ach ieved  
ou ts ide o f the w ork  role, in  on e’s fa m ily role or com m u n ity sta tu s. Fu rth er 
in ves tiga tion  o f the da ta  is  n eeded  h ow ever b efore the grow th  n eed  is  d ism is sed  as 
ina pp lica b le to the m otiva tion  o f these s ta ff and  w ill follow  in  the n ex t chapter .
A t th is  s tage o f the inves tiga tion , th ree o f M as low 's  n eed  cla s s ifica tion s  are 
therefore su pported  as  releva n t to the w ork  m otiva tion  o f a n cilla ry sta ff. H ow ever 
these a re n ot the sam e th ree needs  th a t A ld erfer (1967) u sed  to m od ify M as low 's  
m odel, and so cannot b e considered  a  m ore a pp ropria te exp la n a tion  o f m otiva tion . 
A lth ou gh  som e su pport cou ld  b e show n for h is  E xis tence need , th ere is eviden ce 
a ga in s t the Rela tedness  need  w ith  the d is tin ct loa d ings  o f the love and  
b elon gin gn ess  and esteem  needs, so m a kin g M as low 's  exp la n a tion s  m ore 
appropria te. A  fu rth er sou rce o f m otiva tion  is  a lso su pported  in  th is  res ea rch  that 
ha s  n ot p reviou s ly b een  iden tified  b y M a s low  or th ose w h o h a ve s in ce tes ted  h is  
th eo iy (Porter, 1961; Payne, 1970; W illiam s  &  Page, 1989) w h ich  is  an  excitin g 
discovery, b u t one tha t is  com p lem en ta ry to M a s low 's  m odel ra th er th a n
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con trad ictory. Resea rch  Q u estion  I can  con sequ en tly b e su pported  to a  certa in  
exten t, b u t th is  w ill b e con firm ed  w ith  a dd itiona l ana lys is  o f the data . Th e 
m otiva tion  o f the an cilla ry s ta ff w ill n ow  b e cons id ered  a ccord in g to th eir  w ork  role 
and  their gender. Th is  w ill a llow  for fu rth er relia b ility tes tin g o f the 
appropria ten ess  o f the sa fety, love and b elon gin gn ess  and es teem  m otiva tion  
fou n d  in  the resea rch  and  the n ew  in s titu tion a l sa fety need. Fo llow in g  th is , firm  
con clu s ion s  w ill b e m ade rega rd in g the a pp lica b ility o f M as low 's  n eed  
cla ss ifica tions  to the m otiva tion  o f these staff.
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Chapter nine
F urt h e r  e x p lo rat io n
To eva lu a te the app lica b ility o f M as low 's  th eory o f hu m a n  m otiva tion  fu rther (and 
a t th is  s tage o f the resea rch  the cla ss ifica tions  o f m otiva tion  - Resea rch  Q u estion  
I) respon ses  w ere ana lysed  accord in g to resp on d en t’s gen der and  w ork  role. U ntil 
n ow  ana lys is  o f the an cilla ry s ta ffs  m otiva tion  h a s  con cen tra ted  on th e sector in  
w h ich  th ey w ork, b u t th is  s tu dy can  b e expanded  fu rth er to es ta b lish  su pport or 
oth erw ise o f the resea rch  qu estions . B y a n a lys in g the n a tu re o f p a rticip a n t’s 
m otiva tion  a ccord ing to other indepen den t va ria b les  a dd ition a l opportu n ity is  
crea ted  to check the con s is ten cy o f the resu lts  and  th u s  th eir relia b ility. O ther 
dem ogra ph ic cha racteris tics  ga thered  in  the qu estion n a ire in clu d ed  age, length  o f 
service, p a y levels , tem pora ry or p erm a n en t con tra ct and  pa rt- tim e/ fu ll- tim e staff, 
and  an y cou ld  have b een  selected  for th is  a dd itiona l ana lys is . H ow ever w ith in  the 
con text o f the resea rch  th is  h ad  to b e lim ited  to the m a jor d is tin gu ish in g 
cha racteris tics . Th is  chapter d iscu sses  the resu lts  o f th is  a n a lys is  in to the na tu re 
o f m otiva tion  (Resea rch  Q u estion  I) perform ed  a ccord in g to p a rticip a n t’s gender 
and  w ork  grou p  (ca tering, dom estic, portering) and  from  th is  the degree o f su pport 
th a t can  b e given  to M as low 's  m otiva tion a l needs.
In  order to tes t the relia b ility o f the p reviou s  needs  fou n d  the sam e p rocess  o f 
ana lys is  w a s  u ndertaken . Factor ana lys is  w ith  ob liqu e rota tion  w a s  aga in  ru n  on 
the da ta  w ith  a  D elta  o f 0 on need  sa tis fa ction  and  n eed  im portance. Th is  w a s  
perform ed  to cla ss ify the m otiva tion  o f the follow in g sam ples :
n n
M ale 397 C atering 295
Fem a le 1118 D om estic 936
Porterin g 284
T o ta l 1515 T o ta l 1515
T a b le  9 .1  Work  gr oup  & gender  sample si zes
W ith in  th is  cha pter the need  sa tis fa ction  and then  need  im porta n ce o f the s ta ff 
accord in g to their w ork  grou p  w ill firs tly b e cons idered , u s in g figu res  to com pare
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the resu lts  found. Follow ing this the motivational differences in male and  female 
s ta ff w ill b e explored. The resu lts w ill then be discussed fu rther a longside those 
according to sector in  C hapter 10 for the su pport that they lend to Research 
Q uestion I.
Work Group Need Satisfaction
S imilarities and differences w ere aga in  apparent in the motivation of catering, 
domestic and portering staff. The figures b elow  indicate the extent of 
commonalities according to the need classifications rather than the ordering of the 
factors. A  one-way analysis o f variance (ANOVA) for independent grou ps was 
performed on the resu lts according to work group. The AN O VA tests for s ignificant 
differences b etween the means o f more than two samples to estab lish  w hether the 
difference is true o f the popu lation or a resu lt of the sampling. Resu lts less than 
0.05 are sta tistica lly s ignificant a t the 95% confidence level and the fu ll resu lts for 
need satisfaction and need importance are shown in  Appendix 23.
Safe t y
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F ig ure  9 .1  Catering, Domestic &. Porter S a f e t y  need satisfaction
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Th e load ings  for th is  fa ctor are cons idered  to b e in  close correspondence to 
M as low 's  sa fety n eed  cla ss ifica tion  in  the p red icta b ility, con s is ten cy and  sta b ility 
th a t these a spects  o f the w ork  role offer. S evera l com m on  fea tu res  w ere iden tified  
b etw een  the w ork  grou ps , how ever  none w ere com m on  to all. Feelin g sa fe from 
redu n da n cy m ea su red  the sa fety needs  o f the ca terin g and  dom es tic staff, and  
w a s  des igned  as the m a rker va ria b le for th is  n eed  du e to its  close reflection  to 
M a s low 's  u n d erlyin g n eed  and those u sed  in  p reviou s  s tu d ies  o f the m odel (Porter, 
1961; Rob erts  et al, 1971; H a ll and  N ou ga im , 1968; S h ou ra  and S ingh, 1999).
Th is  has  b een  exten s ively su pported  th rou ghou t the in ves tiga tion s  as  a  reliab le 
m ea su re o f th is  need. A lth ou gh  it ha s  loaded  as  p red icted  for the ca terin g and  
dom estic sta ff, the va ria b le loaded  w ith  a  n eed  close to a u ton om y for the porters. 
Th is  is  perhaps  m ore a  resu lt o f gender than  w ork  role as  th e p ride and es teem  
associa ted  w ith  job  secu rity for the m a le dom in a ted  p rofes s ion  m a y have m ore o f 
an in flu ence than  one o f s ta b ility and  p red ictab ility. Fu rth er cons id era tion  o f 
m otiva tion  accord in g to gender w ill follow . Th e A N O V A  fou n d  th a t dom estics  had  a  
grea ter feelin g o f job  secu rity than  b oth  ca terin g and  p orterin g w h ich  m a y exp la in  
w h y their m otiva tion  is  a t a  less  b a s ic level (ca terin g = 3 .2049, dom es tic = 3.3967, 
porters  = 3 .0285, p<0.05).
P rom otiona l p rospects  w ere a  sa fety need  for the porters  as w ell as for the ca ter in g 
sta ff, and  w ere a  s im ila r sou rce o f m otiva tion  for th e H E  staff. For the N H S  s ta ff 
h ow ever es teem  needs  w ere m easu red  w ith  th is  item  and  w a s  the need  th a t the 
item  w a s  p red icted  to add ress , b a sed  on p reviou s  s tu d ies  o f m a n a geria l and  
p rofes s ion a l w orkers  (Porter, 1961; Rob erts  et al, 1971; S h ou ra  and  S ingh , 1999; 
Fried lander, 1963; B erl etal, 1984). Th rou gh  p rom otion , an  em p loyees ’ w orth  is  
cons idered  to b e dem on stra ted , b u t th is  resu lt su ggests  th a t the ca terin g and  
porterin g s ta ff ins tead  in terp ret it to m ea n  con tinu ed  em p loya b ility in the 
orga n isa tion  and thu s p red icta b ility and  stab ility. A N O V A  sh ow ed  s ign ifica n t 
d ifferences  to b e a ppa ren t b etw een  the w ork  grou ps  in  th eir perceived  cha nces  o f 
p rom otion . D om estics  ra ted  their chances  s ign ifica n tly h igh er th a n  the ca terin g 
s ta ff (ca tering = 1.8569, dom estic = 2 .0881, p<0.05). A ll w ork  grou p s  h ow ever felt 
th eir chances  o f p rom otion  w ere ‘Fa irly s lim ’.
C om m on  to the porters  and dom estics  in  m ea su rin g sa fety need s  w a s  sa tis fa ction  
w ith  p a y a nd  two genera l sa tis faction  va ria b les  -  overa ll sa tis fa ction  and  the 
likelih ood  o f con tinu ing to w ork  if a  la rge sum  o f m on ey w a s  w on . Th ese loa d in gs
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w ere equ a l to th a t fou n d  for  the H E  sam p le, h ow ever th is  w as  on ly the ca se for 
p a y sa tis fa ction  in  the N H S  staff. Th e gen era l item s  loa ded  togeth er b u t 
in d ep en d en tly for the N H S  s ta ff b u t h ere th ey have s tren gth en ed  sa fety m otiva tion  
for  porters  a n d  dom estics . Th is  resu lt su ggests  th a t p a y m otiva ted  the es teem  
need s  o f the ca terin g s ta ff ra th er th a n  th eir  s a fety as p red icted  a n d  m a y b e 
exp la in ed  b y th e h igh er s ta tu s , p rofess ion a lism  or  rega rd  for  som e ca terin g s ta ff 
su ch  a s chefs  a n d  cooks  in  the organ isa tion , com pa red  to dom estics  a n d  porters . 
D om estics  w ere s ign ifica n tly m ore sa tis fied  w ith  th eir  ra te o f p a y th a n  porters, 
a lth ou gh  sa tis fa ction  w ith  th is  fea tu re w a s  low  for  a ll w ork  grou ps  (ca terin g = 
2 .7690, dom es tic = 3 .1535, p orter = 2 .2883, p<0.05).
Th e fin a l gen era l s a tis fa ction  va ria b le (happ iness  w ith  the ph ys ica l w ork in g 
environm en t) on ly loa ded  w ith  s a fety need s  for the dom estics , a n d  in s tea d  
m ea su red  a u ton om y in  th e ca terin g a n d  dom estic staff. Th e resu lt m a y b e 
exp la in ed  b y th e dom estic s ta ff b ein g s ign ifica n tly h a p p ier w ith  th eir  w ork in g 
en viron m en t th a n  th e oth er sta ff, w h ich  m a y in flu ence the level o f s a fety th ey feel 
in  th e w ork  role (ca tering = 3.4246, dom es tic = 3.6799, p orter = 3.4536, p<0.05).
Inst i t ut io nal safe t y
D o m e st i c s
C a t e r i n g
P o r t e rs
F ig ure  9 .2  Cater ing,
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Domestic &  Porter Inst i tu t ional  Safety need satisfaction
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Loadings on this factor for all w ork grou ps are considered to be close to the 
institu tional sa fety need fou nd for both the HE  and N HS  samples. C atering and 
portering s ta ffs  measu res are exactly the same, and may reflect a shared attitude 
towards the w orth o f trade union representation in  these professions, or the sa fety 
they bring. Th is is confirmed to a  certa in  extent by the significant difference fou nd 
b etw een  the porters and the domestics for the need for TU  representation in  the 
sector, bu t not for the catering s ta ff (porters = 3.7899, domestic = 3.5701, p<0.05). 
A  fu rther variab le loaded for the domestics w ith  their trade u nion  relations, that 
w as the level of control they felt they w ere u nder in  the organisation. B y loading 
w ith  other items that estab lish  consistency and stab ility in w orking terms and 
conditions, perhaps control from  managers and su pervisors a lso motivated them  
in the same vein.
Lo v e  & Be lo ng ingness
K e y
D o m e st i c s
C a t e r in g
P o r t e rs
Figu re 9.3 Catering, Domestic & Porter Love 8t Belongingness need satisfaction
The loadings for this factor were common to ail the w ork groups and are 
considered to closely reflect M aslow 's need for a ffectionate relationships, love and 
caring for others. Previous studies have a lso measured this need u sing items 
concerning co-worker relations (Hall and Nougaim, 1968; Porter, 1961; 
Friedlander, 1963; Shou ra  and S ingh, 1999) which extends the reliab ility o f the 
items as tru e measures o f love and b elongingness motivation. Althou gh the 
measu res were shared the level o f satisfaction assigned to them were not the same 
across the s ta ff groups. Catering s ta ff regarded good co-worker relations as 
needed significantly more than domestic s ta ff (catering = 4.6516, domestic = 
4.4885, p<0.05). A ll groups considered them  essential thou gh for the sm ooth
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ru nning o f the service. There was a shared level of agreement b etw een  the work 
grou ps how ever that they played an  equ al role in the fu nctioning o f the service.
Est e em
F i g u re  9 .4
The factor loadings on this need for a ll w ork groups are considered to closely fit 
M aslow 's esteem  need classification, in  the opportu nities the items create for 
recognition, appreciation and respect. M anagement relations were a prime sou rce 
of esteem motivation for a ll w ork groups and repeats the resu lts fou nd in  the NHS 
and HE investigations as w ell as those u sed in previou s investigations (M itchell 
and M oudgill, 1976; Shou ra  and S ingh, 1999). The overall relations w ith  the 
immediate manager and the level o f tru st the participants held for the sendee 
management were indicators of esteem regardless o f w ork group. S ignificant 
differences however were found in the degree o f tru st w ith which the different s ta ff 
held their service management. AN O VA resu lts indicated that domestics tru sted 
their service management significantly more than both catering s ta ff and porters 
(catering = 3.0599, domestic = 3.5500, porter = 3.2138, p<0.05). D esp ite these 
differences in the level o f need satisfaction, the loadings suggest a common 
measu re of esteem across the work groups.
H aving su ggestions listened to b y managers and su pervisors and the qu a lity of 
complaints systems availab le to s ta ff were common sou rces o f es teem  for the
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Cater ing, Dom est i c  &  Por t er  Esteem  need  sat isfact ion
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ca terin g and  dom estic staff, perha ps  in  the respect and  app recia tion  th a t can  be 
n u rtu red  th rou gh  b ein g lis tened  to and h a vin g effective orga n isa tion a l system s. 
Th is  w a s  n ot the case for the porters  thou gh  and  m a y aga in  b e exp la in ed  b y the 
gen der dom in a tion  in  th is  occu pa tion  and shall b e given  fu rth er cons idera tion  
la ter . Th ere w ere s ign ifica n t d ifferences  b etw een  the w ork  grou p s  in  these areas, 
w h ere dom estics  a greed  s ign ifica n tly m ore w ith  the effectiven ess  o f su ggestion  
schem es  than  the other s ta ff (ca tering = 3.0176, dom estic = 3 .2239, porter = 
3 .0616, p<0.05); and rega rded  their orga n isa tiona l com p la in ts  sys tem s  w ith  
grea ter effectiveness  for s ta ff (ca tering = 3 .0177, dom estic = 3.4302, porter = 
3 .0504, p<0.05). B oth  these item s  w ere fou nd  to m ea su re the a u ton om y n eeds  o f 
the porters , and  pos s ib ly ind ica tes  the m ore fu n ction a l rega rd  th ey hold  for the 
sys tem s  as an opportu n ity for indepen den t th ou gh t and  in flu en cin g m eth od s  and  
p rocedu res , than  for recogn ition  and  rega rd  received  from  oth ers . A u ton om y 
h ow ever is  very close to the es teem  n eed  describ ed  b y M as low , so the s ligh t 
d ifference in  resu lts  is  n ot too u nexpected .
B ein g kep t in form ed  w a s  a  com m on  esteem  need  for b oth  the ca terin g and 
p orterin g s ta ff and  aga in  is cons idered  to nu rtu re feelin gs  o f resp ect and 
a pprecia tion  for the s ta ff from  their  m a na gers  and  the w id er organ isa tion . Th ere 
w a s  a  s ign ifica n t d ifference thou gh  b etw een  the exten t to w h ich  th is  h a ppen ed  
b etw een  the w ork  grou ps  and their  m anagers . Porters  felt th a t th ey w ere in form ed  
s ign ifica n tly m ore than  ca terin g sta ff, and  the dom estics  felt m ore so over b oth  
w ork  grou ps  (ca tering = 2 .8821, dom estic = 3 .4712, porter = 3 .2826, p<0.05). 
Th ese resu lts  su ggest th a t the rela tionsh ip  th a t b oth  porters  and  ca terin g s ta ff 
h ave w ith  their su periors  m u s t p rovide the opportu n ity for recogn ition  and  
apprecia tion , com pa red  to the independence and  a u ton om y o f the dom estics .
S a tis fa ction  w ith  con trol w ere fou nd to m ea su re the es teem  need s  o f the dom estics  
and  porters , b u t on ly the level o f con trol loaded  for the porters . Th is  m ea su red  a  
sepa ra te au ton om y need  for the ca tering sta ff, h ow ever the sha red  n a tu re o f 
es teem  and  a u tonom y su ggests  tha t these resu lts  are close. Th ere w a s  a  
s ign ifica n t d ifference b etw een  the grou ps  in  their sa tis fa ction  w ith  con trol from  
su periors , w h ere dom estics  w ere s ign ifican tly m ore sa tis fied  w ith  th eir con trol 
than  ca terin g s ta ff (ca tering = 3 .0786, dom estic = 3 .4752, p < 0.05), and  m a y 
exp la in  w h y the item  has  loaded  d ifferen tly.
Th e rem a in in g va ria b les  cons idered  to m ea su re es teem  m otiva tion  w ere u n iqu e to 
ea ch  w ork  grou p. S a tis fa ction  w ith  p a y m ea su red  es teem  for the ca terin g s ta ff as
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did  feeling part o f a team  for the domestics and w ou ld su ggest a  work grou p 
d istinction . Pay satis faction m ay indicate status and achievement for the catering 
s ta ff compared to the more b asic level o f secu rity for the porters and domestics, 
perhaps b ecau se there is more association b etween pay and tra in ing or 
qu alifications in  catering than there is in the other work roles. C atering s ta ff were 
a lso significantly more satisfied w ith  their rate o f pay than the porters w hich  m ay 
expla in  w hy it s igna ls  their es teem rather than their sa fety (catering = 2.7690, 
porter = 2.2883, p<0.05). H owever the la ck o f u niform ity in these items and the 
needs that they measure b etween the w ork groups questions their reliab ility as 
measu res o f specific need motivation.
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Figu re 9.5 Catering, Domestic & Porter Autonomy need satisfaction
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Porter’s distinction o f M aslow ’s esteem need classification, is considered to more 
closely reflect the factor loading here for these s ta ff than in their origina l form. H is 
measu res of ‘the opportunity fo r independent thought and action’, ‘the opportunity.. 
fo r participation in the setting o f goals’ and ‘the opportunity... fo r participation in 
determination o f methods and procedures’ (1961, p. 3) are all considered to 
correspond to this need.
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Th e level o f con trol and  sa tis fa ction  w ith  con trol can  b e con s idered  to m otiva te the 
need  for in dependence in  the ca terin g s ta ff m ore than  it did the n eed  for 
app recia tion  and recogn ition  as  in  the dom estic and porters . Th ere w ere 
s ign ifica n t d ifferences  in  the level o f con trol experien ced  and  sa tis fa ction  w ith  this  
b etw een  the an cilla ry sta ff, w h ich  perhaps  ind ica tes  m ore w h y it h a s  loaded  
d ifferen tly than  a  tru e d ifference b etw een  es teem  and  a u ton om y m otiva tion . These 
item s  d id  m ea su re the a u ton om y needs  o f the N H S  sam ple b u t the es teem  needs 
o f the H E  sta ff, and so im p lies  th a t the types  o f m otiva tion  a re very close indeed. 
Th is  ha s  aga in  b een  va lida ted  b y th is  resu lt, w h ere there is  a  closeness  b etw een  
specific es teem  m ea su res  and those o f au tonom y. Th e gen era l sa tis fa ction  
va ria b les  loa d in g on  the sa fety n eeds  for dom estics  and  porters , in  fa ct loaded  
w ith  au ton om y n eeds  for the ca terin g s ta ff and so ca n  b e con s idered  to s trength en  
the m ea su re for these staff.
C om m on  to ca terin g and porterin g s ta ff in  a u ton om y n eeds  w a s  the genera l 
s a tis fa ction  m ea su re rega rd in g the phys ica l w ork in g en vironm ent, as w ell as 
feelin g p a rt o f a  team . Th e la tter va ria b le w as  p red icted  to m ea su re love and  
b elon gin gn ess  needs  b u t it h a s  in s tead  loaded  w ith  es teem  needs  in  the dom estics  
and  its  elab ora tion  (au tonom y) in  the ca terin g and  porterin g sta ff. Th is  w ou ld  
im p ly th a t team  m em b ersh ip  for the w ork  grou ps  ra th er m ea su res  apprecia tion , 
recogn ition  and  rega rd  from  others  than  a  sense o f b elon gin gn ess  and  a ffilia tion, 
w h ich  w a s  a lso the case for the N H S  and H E  sam ples .
H a vin g su ggestion s  lis tened  to and the effectiveness  o f the orga n isa tion ’s p rob lem  
solvin g system s w ere fou nd  to m easu re the es teem  n eeds  o f th e ca terin g and  
dom estic s ta ff in  the respect and a pprecia tion  th ey s igna l, b u t a ppea led  m ore to 
the opportu n ity for indepen den t th ou gh t in  the porters . Th is  d ifferen ce p roved  
s ign ificant, w ith  dom estics  ra tin g them  b oth  as m ore effective. It is likely th a t the 
rega rd  held  for the organ isa tiona l system s a re a  resu lt o f gen d er d ifferences  ra ther 
than  w ork  grou p, b u t th is  w ill b e con firm ed  la ter in  th is  section . Th is  m a y a lso b e 
tru e for job  secu rity, w h ich  m otiva tes  a u ton om y for the porters  b u t s a fety for the 
other s ta ff grou ps.
U n iqu e to the d om estics ’ a u tonom y needs  w ere p rom otion a l p rospects  and  the 
feelin g o f b ein g kep t in form ed  b y m anagers  and su pervisors . Th ese item s  loaded  
as  sa fety and es teem  needs  respectively for ca terin g and  p orterin g sta ff, b u t for the 
dom estics  the in crea sed  independence u su a lly a s socia ted  w ith  p rom otion  and  
a u ton om y ga ined  from  know ledge and aw areness , a re con s idered  to in s tea d
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m otiva te freedom  in  the w ork  role. E ach  o f these va ria b les  w ere fou n d  to be 
s ign ifica n tly d ifferen t in  the A N O V A  tes t and  perh a ps  exp la in s  w h y th ey have 
loa ded  so d ifferen tly for the w ork  grou ps .
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F ig ure  9 .6  Catering, Domestic & Porter Safety need importance
The items that loaded on this factor in the ana lysis  o f need importance in  the s ta ff 
are considered to closely correspond to M aslow 's description for stab ility, 
predictab ility and consistency in the w ork role. C ommon to a ll w ork groups in  the 
measu rement o f this need is the importance o f a good bonus scheme. As  a 
financial based incentive, the item  was predicted to measure this need and so 
improves the va lid ity o f the sa fety need. The common loading how ever does not 
filter to the actual importance held for this item b y each work group. AN O V A 
showed both catering and portering s ta ff to rate the importance o f a good bonu s 
scheme as significantly more important than the domestics (catering = 4.2664, 
domestic = 3.7412, porter = 4.3610, p<0.05). Perhaps such schemes are ava ilab le 
less to domestics than they are to the other staff, which wou ld expla in  their 
reduced importance, a lternatively they may ju s t be of little va lu e to the domestics.
The importance of a good rate o f pay was a sou rce o f sa fety motivation shared by 
the catering and portering staff, and has been fou nd as such in the N H S  sample 
follow ing the confirmed irrelevance of physiologica l needs. D omestics were instead
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Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot i vat i on to anci l lary st a f f
m otiva ted  b y love and  b elongingness  need s  for th is  item , w h ich  cou ld  a lw ays  
s igna l a  gender d ifference in  the fem a le dom ina ted  sam p le. Fem a les  cou ld  rega rd  
p a y as a  rew a rd  for w ork  and  show  the orga n isa tion ’s app recia tion  for them , 
ra th er th a n  the sa fety and secu rity it b rings . It m a y b e th a t d om es tics ’ w a ges  are 
n ot a  determ in a n t o f s a fety in  their person a l life as th ey are n ot the m a in  
b rea dw in n er o f the hou sehold , and  so a re m otiva ted  b y th em  a t a  h igh er level. 
Fu rth er ana lys is  b y gender w ill cons ider th is  la ter in  the section . A lth ou gh  the 
item  appea led  to d ifferen t n eed s  in  the s ta ff th ere w a s  no s ign ifica n t d ifference 
b etw een  the im portance a ss igned , as a ll w ere very high.
O vertim e opportu n ities  w ere sou rces  o f s a fety for b oth  th e ca terin g and  dom estic 
w orkers . Th e item  w a s  p red icted  to m ea su re these need s  du e to fin a n cia l rew a rd  
the opportu n ities  reap, and  so helps  to va lida te the la b el for s ta b ility and  
con s is tency. O pportu n ities  to w ork  m ore hou rs  w ill h elp  to secu re fin a ncia l 
in com e and  thu s  the sa fety it b rings , w h ich  w ill a llow  p red icta b ility and  order  in  
on e’s life. Th is  loaded  in depen den tly for the porters , b u t a  n eed  cou ld  n ot b e 
id en tified  from  the s ingle item . Aga in  no s ign ifica n t d ifferen ces  w ere fou n d  
b etw een  the grou ps  in  the im portance a ss igned  to th ese opportu n ities .
Job  secu rity on ly m easu red  the sa fety n eed  o f the ca terin g sta ff, w h ich  w a s  
som ew h a t u nexpected  for the m a rker va ria b le for th is  need . In  p reviou s  
exa m in a tion s  o f the N H S  and  H E  sam ples , as w ell as  th ose u n derta ken  b y other 
resea rch ers  (M itchell and M ou dgill, 1976; Porter, 1961; S h ou ra  a nd  S ingh , 1999) 
th is  ha s  b een  a  relia b le and rob u s t m easu re. B u t a ccord in g to w ork  grou p , th e 
sou rce o f m otiva tion  va ries  w h ere it is  cons id ered  to m ea su re love and  
b elon gin gn ess  needs  in  the dom estics  and  self- a ctu a lisa tion  for the porters . 
Perhaps  th is  is  aga in  rela ted  m ore to the m a le and  fem a le in terp reta tion s  o f th e 
w ork  role secu rity, than  one b a sed  on w ork  grou p. Th e exp la n a tion  for th is  
va ria tion  accord in g to w ork  role is  su rp ris in g as  the A N O V A  a lso sh ow ed  no 
s ign ifica n t d ifferen t in  a ss igned  im portance.
Th e im portance o f good  rela tion sh ips  w ith  colleagu es  is  a lso con s idered  to 
m easu re s a fety needs  for the porters , perhaps  in  the stab ility, con s is ten cy and  
p red icta b ility th a t th ey can  b rin g to the w ork  role. A ga in  th is  is  m ore than  likely a  
resu lt o f gender, as m a le rela tionsh ips  ca n  b e con s idered  to b e m ore s tab le and  
perha ps  fu nctiona l, than  a ffectiona te and  lovin g show n  to b e the ca se for the 
fem a le dom ina ted  dom estic and ca terin g w ork  grou ps . Fu rth er an a lys is  w ill 
determ ine this.
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Evaluat ing  the appl i cabi l i ty o f  Ma sl ow’s theory o f  mot i vat ion to anci l lary st a f f
Item s  p red icted  to m ea su re the u ltim a te n eed  for self- a ctu a lisa tion  h a ve b een  
in terp reted  as sou rces  o f s a fety m otiva tion  for  the dom estic sta ff. Prom otiona l 
p rospects , good  tra in in g and m u lti- sk illin g opportu n ities  w ere en vis ion ed  to 
m ea su re grow th  and  developm en t opportu n ities , b u t these s ta ff a re ins tea d  
con s idered  to see them  in  term s  o f the financia l rew a rd  and  secu rity th ey can 
b rin g  to the w ork  role. Th e m otiva tion  for person a l developm en t and  self-  
a ctu a lisa tion  w a s  m easu red  in  the n eed  im porta n ce o f the N H S  s ta ff as  w ell as the 
ca terin g and  porterin g  sta ff, so the fa ce va lid ity o f th is  resu lt for the dom es tics  is  
qu estionab le. Th e w id er sa fety issu es  o f a  good  pen s ion  schem e and  u n ion  
rep resen ta tion  have a lso m easu red  sta b ility and p red icta b ility in  the dom estics , 
a nd  w ere p red icted  to m easu re lon ger term  sa fety in  the orga n isa tion  a n d  life. 
Th ese item s  have in s tead  loaded  indepen den tly o f tra d ition a l s a fety item s  for the 
ca terin g and  porterin g sta ff, w ith  other item s  close to th e in s titu tion a l sa fety need  
th a t ha s  b een  fou nd  th rou ghou t the inves tiga tions . It m a y b e th a t dom es tics  focu s  
m ore on the im m ed ia te secu rity n eed s  o f th eir role and  so lon ger- term  n eed s  w ill 
n ot loa d  as  a  sepa ra te sou rce o f m otiva tion . N o s ign ifica n t d ifferen ce w a s  fou nd  
b etw een  the im portance a ss igned  b y the s ta ff to u n ion  represen ta tion , b u t porters  
did  ra te a  good  pens ion  schem e as m ore im porta n t than  dom es tics  (dom estic = 
4 .3844, porter = 4 .6716, p<0.05). Perhaps  th is  is  exp la in ed  b y the gen der divide 
b etw een  the low - level roles  and the trad itiona l view s  th a t th ey m a y a dop t rela tin g 
to th e p rovider for the fa m ily and  their fu tu re.
C on tact w ith  cu s tom ers  a lso m easu red  dom estics  sa fety n eed  and  w a s  foreseen  as 
an in d ica tor o f es teem  n eed  in  the opportu n ity it crea tes  for recogn ition , 
a pp recia tion  and  respect w h ich  has  b een  fou nd  in  th e ca terin g s ta ff and  porters. 
E steem  is  a lso cons idered  to be m ea su red  b y th is  con ta ct in  the N H S  a n d  H E  
sam p les  and  so lends  m ore su pport to it b ein g a  sou rce o f th is  m otiva tion  than  
th a t show n  in  the dom estics.
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F igure  9 .7  Catering, Domestic & Porter Inst i tu t ional  Sqfety need importance
A  need close to the Institu tional S afety that has continu ed to emerge in  the 
preceding investigations, loaded for the catering and portering staff. Once aga in  
the item  relating to Trade U nion representation that has characterised the need 
previously has loaded for both sets o f s ta ff and is thou ght to consider the stab ility 
of the work role and its terms and conditions. There was no significant difference 
b etween the importance assigned to this representation b etween the s ta ff even 
though it measured the more personal sa fety needs o f the domestics.
The importance o f a good pension scheme and the nu m ber o f days annu al leave 
a lso measu red this need for catering and portering staff. These items can be 
interpreted as secu ring the longer- term  sa fety w hen  the working life is over, and 
a lso estab lish  predictab ility and stab ility b etween the home and work. Porters 
rated the importance o f a good pension scheme significantly h igher than the 
domestics (catering = 4.4926, domestic = 4.3844, porter = 4.6716, p<0.05), bu t 
they rated annual leave significantly less important that catering and domestics 
(catering = 4.5965, domestic = 4.6959, porter = 4.4667, p<0.05). The natu re o f 
these items can be considered to represent the sa fety needs o f the ancillary 
workers in their organisational terms and conditions, compared to the immediate 
personal sa fety needs that financial rewards provide. Longer- term  stab ility is b eing 
measu red through this need as well as fa irness in  the circu mstances in  which  
they work.
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EvaLuating the applicabiLity o f Maslow 's theory o f motivation to anciLlary staff
A lso considered to measu re the importance o f this need to catering s ta ff is their 
job  variety. S ince the other items appea l to the level o f predictab ility and stab ility 
in the w ork role, this resu lt is unexpected. Perhaps catering s ta ff w ho acqu ire 
fu rther skills w ill have a  more secu re position in the organisation than those w ith  
few er ab ilities, rather than seeing it as a sou rce o f personal growth. B ecau se this 
has not b een repeated in  the examinations o f the sample so far, its reliab ility as a 
measu re of institu tional sa fety is weak.
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Figu re 9.8 Catering, Domestic & Porter Love  &  Belongingness need importance
The items that loaded together for the domestic and catering s ta ff are considered 
in  close correspondence to love and b elongingness needs, and inclu ded the 
m arker variab le for this need, which adds va lidity to the label. The importance of 
good co-w orker relations (marker variab le) and for a friendly atmosphere were 
common to both  s ta ffs  motivation and can be considered to measu re the need for 
a ffectionate relationships and a sense of belonging to a  grou p or team, as 
interpreted in  previous studies (Porter, 1961; Friedlander, 1963; Shou ra  and 
S ingh, 1999; and Hall and Nougaim, 1968). Althou gh the measu re was shared 
there were significant differences b etween the work grou ps in  the im portance they 
assigned. D omestics and catering s ta ff rated a friendly atmosphere as significantly 
more important than the porters (catering = 4.7951, domestic = 4.8016, porter = 
4.5706, p<0.05) and m ay expla in  w hy the item  has loaded w ith  a different need  for 
the porters (self-actualisation). The male dominated w ork group a lso rated the 
importance of good co-worker relations as significantly low er than the female
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Evaluat ing  the appl i cabi l i ty o f  Ma sl ow's theory o f  mot i vat i on to anci l lary st a f f
dom ina ted  p rofes s ion s  (ca tering = 4 .7336, dom estic = 4 .7312, p orter = 4.6449, 
p<0.05), and  is  likely to b e a  resu lt o f gen der ra th er th a n  w ork  grou p. A lthou gh  
th e n eed ’s sa tis fa ction  w a s  fou nd  for the porters  a longs id e the ca terin g and  
dom estic sta ff, its  im porta nce w a s  not, w h ich  su ggests  th a t th is  is  n ot a  sou rce o f 
m otiva tion  for them  as  th ey are cu rren tly sa tis fied.
For the ca terin g s ta ff love and b elongingness  needs  w ere a lso m ea su red  b y item s 
p red icted  to m ea su re esteem . Th e im portance o f p ride in  service and  a  good  
m a n a gem en t style perta ined  to the es teem  received  from  others  and  self- es teem  
for recogn ition  and  apprecia tion , b u t in stead  th ey a ppea l to the ca terin g s ta ffs  
sense o f b elon gin g to a  grou p. Perhaps  the p rid e th a t th ey ta ke in  th eir job  is  m ore 
a  m ea su re o f the love th ey have for their job  and th ose th ey w ork  w ith  than  a  self-  
eva lu a tion  o f oneself. Th ey ra ted  p ride as s ign ifica n tly m ore im p orta n t than  the 
porters  (ca tering = 4 .7589, dom estic = 4 .6963, p orter = 4.4704, p<0.05) w h ich  is 
som ew h a t u n foreseen  b ea rin g in  m in d  the tra d itiona l gen der sp lit b etw een  the 
occu pa tion s . W ith  rega rd  to m a n a gem en t style, ca terin g s ta ff m a y rega rd  the 
con ta ct th ey h ave w ith  m a na gers  and su pervisors  in  a  s im ila r vein  to co-w orker 
rela tions  and a  frien d ly a tm osphere for a ffectiona te rela tion sh ip s  and  a  sense o f 
b elonging . Perhaps  th ey en joy an  open  and a pproa ch a b le m a n a gem en t style 
w ith in  their u n ivers ity or Tru st, or a  h igh er degree o f a u ton om y w h ich  p rovides  a  
sense o f b elongingness  and  a ffilia tion  for them.
Pred icted  sa fety need  m easu res  have a lso loa ded  w ith  th is  n eed  for  the dom estics . 
Th e im portance o f job  secu rity, a  good ra te o f p a y and  the n u m b er o f da ys  annu a l 
lea ve w ere fou nd  to appea l to their  m otiva tion  for love, a ffection a te rela tions  and  
b elongingness . Th is  resu lt is  u nu su a l, a lthou gh  there w ere s ign ifica n t d ifferences  
in  the im porta nce a ss igned  b y the w ork  grou ps  to a n n u a l leave b u t n ot so for rate 
o f p a y and  job  secu rity. Th e item s  a lso loaded  on th is  fa ctor for the H E  sa m p le 
and  m a y su ggest a  d ifference in  the cu ltu res  o f th ese orga n isa tion s  or the 
dom estic s ta ff w ith in  these organ isa tions . Perhaps  b ein g pa id  a  decen t w age, 
feelin g secu re in  on e’s job  and getting a  d ecen t n u m b er o f days  holida ys  m a kes  
th em  feel loved, b elon gin g and pa rt o f the organ isa tion .
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E s t e e m
Figu re 9.9 Catering, Domestic & Porter Esteem  need importance
A  factor loading for a ll the s ta ff groups is considered to closely correspond to 
M aslow 's description of esteem  motivation. C ontact w ith  su pervisors was designed 
as the marker variab le for this need in  its reflection o f the need for appreciation, 
recognition and independence and is a common measu re of the need for all s ta ff 
groups. Also shared is the contact that s ta ff have w ith  their su pervisor’s boss 
(manager) and is considered to provide sim ila r opportu nity for esteem. Items of 
this natu re have also b een  used in  previous studies how ever none have directed 
qu estioning towards relations w ith  su periors or cu stomers b ecau se o f the fa irly 
senior levels o f the samples included. Focus has instead b een given to the w ider 
organisation u sing items su ch as “recognition or credit from  co-w orkers when one 
does a good jo b ” (M itchell and M oudgill, 1976, p. 339) and ‘Do you gel respect from  
others in your job ?’ (Shoura and Singh, 1999, p. 47). These do closely reflect the 
type of relationships that lowr level ancillary s ta ff have w ith their su periors and 
customers, as confirmed b y the items loading on this need and those fou nd for 
need satisfaction. The AN  O VA test found significant differences b etween the s ta ff 
for b oth  items. D omestics rated contact w ith  their su pervisor as s ignificantly more 
important to them  than both the porters and the catering s ta ff (catering = 4.3000, 
domestic = 4.5634, porter = 4.1932, p<0.05), w hich  was a lso the case for contact 
w ith su pervisor’s boss (catering = 4.1296, domestic = 4.3056, porter = 4.0342,
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p< 0 .05). Perhaps  the dom estics  have m ore opportu n ity for con ta ct w ith  their 
su periors  and  so are ab le to see the va lu e o f su ch  con tact, or th ey h a ve had 
va lu a b le experiences  th rou gh  th is  con ta ct in the p a s t and feel th is  is  im porta n t to 
con tinu e. D esp ite the s ign ifica n t d ifferences  in  the im porta n ce ra tings , th e item s 
a re s till com m on  m easu res  o f es teem  for a ll th e s ta ff grou ps.
C om m on  to th e ca terin g and  porterin g s ta ff in  m ea su rin g th eir es teem  n eed s  is the 
con ta ct th ey have w ith  their cu stom ers , b u t the im porta nce th ey a ss igned  to this  
a lso s ign ifica n tly d iffered. B oth  dom estics  and porters  ra ted  th is  con ta ct as 
s ign ifica n tly m ore im porta n t than  the ca terin g s ta ff (ca ter in g = 3 .8053, dom estic = 
4 .2288, porter = 4 .3106, p<0.05) and cou ld  b e exp la in ed  b y the level o f con ta ct 
th a t ca terin g s ta ff h ave w ith  th eir cu stom ers . Th ey tend  to w ork  p redom in a n tly in  
the k itch en  and  a w a y from  b oth  pa tien ts  and stu den ts , so the con ta ct w ou ld  be 
less  releva n t to them  and perh a ps  n ot a  sou rce o f self-w orth , app recia tion  and 
recogn ition .
Th e im porta nce o f p ride in  service and  a  good  m a n a gem en t style w ere sha red  
m ea su res  o f es teem  for the dom estics  and  porters. Th e item s  w ere a n ticipa ted  to 
m easu re th is  n eed  in  the opportu n ity th a t con ta ct w ith  m a n a gem en t can  provide 
for recogn ition  and apprecia tion , and  then  th e in flu en ce o f th is  on  self-  
eva lu a tion s . Th is  then .h elp s  to es ta b lish  the va lid ity o f th is  need . P ride in  service 
w a s  s ign ifica n tly less  im porta n t to porters  than  to the oth er s ta ff (p<0 .05) w h ich  
w a s  su rp ris in g for the m a le dom ina ted  sam ple. A lso ca terin g s ta ff ra ted  a  good  
m a n a gem en t style as s ign ifican tly m ore im porta n t th a n  the p orters  (ca terin g = 
4 .7086, dom estic = 4.5924, porter = 4 .4192, p<0.05) h ow ever these item s  are 
cons id ered  to m easu re the love and b elon gin gn ess  need s  o f the ca terin g s ta ff b u t 
w ere sha red  esteem  need  m easu res  b y m a n y other sam p les .
A lso m ea su rin g the es teem  needs  o f the porters  w a s  job  secu rity. Th is  is  an 
u n u su a l fin d in g s ince the item  has  m ea su red  sa fety n eed s  in  m a n y o f the p reviou s  
ana lyses, h ow ever it has  show n to m otiva te a t a  m u ch  h igh er level for the porters . 
N evertheless , th is  cou ld  b e determ ined  b y gender ra th er than  one specific to th e 
w ork  grou p. In  th e m a le dom ina ted  p rofess ion  it m a y b e th e ca se th a t feelin gs  o f 
self-w orth  and  recogn ition  from  others w ith in  and  ou ts ide the orga n isa tion  derive 
from  the level o f s ecu rity o f on e’s pos ition . Job  secu rity cou ld  a lso b e es ta b lish ed  
b y the length  o f service th a t the w orker ha s  given  th e orga n isa tion  or the
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profession, which w ou ld then expla in  the respect and honou r associated w ith  job  
security. A lthou gh  this item  has loaded differently for a ll the w ork grou ps, there 
w ere no significant differences b etween the high importance assigned, however 
this does qu estion the reliab ility of the item  and the need it measures. E ither the 
resu lts are spu riou s or there is a cu ltu ral context in its motivation.
Job  variety only measu red domestic s ta ffs  es teem  needs, bu t was predicted to 
measu re self-actu alisation, in  the development and growth needed to b e ab le to b e 
proficient in so many skills. For the domestics however, skill va riety m ay signa l 
statu s w ithin  the service throu gh the increased responsib ility, or a  w ider 
appreciation o f the management and organisation in  the additiona l tra in ing they 
dedicate to the staff. There were no significant differences in  the importance 
assigned b y the s ta ff to this item  despite the varia tion  in  the levels o f motivation 
measu red (p>0.05).
Se lf -ac tualisat io n
K e y
Do m e st ic s
Cat e ring
Po rt e rs
F i g ure  9 .1 0  Cater ing, Domest i c  &  Por t er  S e l f -a c t u a l i sa t i o n  n eed  impor tance
The final need to load for the catering and portering s ta ff is considered to closely 
reflect M aslow 's  growth need -  self-actu alisation in  the scope for personal and 
professional development that the items convey. The nature of these items are also 
close to those u sed in previous studies o f M aslow 's model o f motivation (e.g. H all 
and Nougaim, 1968; Friedlander, 1963; Porter, 1961; Law ler and Suttle, 1972; 
Roberts etal, 1971) w hich extends the va lid ity o f the need fou nd here. The
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im porta n ce o f good  tra in ing opportu n ities  and  opportu n ities  for  m u lti- sk illin g w ere 
in clu ded  in  the qu estionna ire to m easu re grow th  and  d evelopm en t w ith in  the 
w ork  role, and  good  p rom otiona l p rospects  to m ea su re s ta ffs  a sp ira tion  and  have 
loa ded  as su ch  for the ca terin g and  porterin g sta ff. Th ese item s  are com m on  to the 
m otiva tion  o f b oth  these grou ps  o f sta ff, w h ich  im p roves  th eir relia b ility and th a t 
fou n d  for th e N H S  sam p le, b u t th ey have ins tea d  m ea su red  the m u ch  m ore b as ic 
sa fety n eed  for the dom estics . Perhaps  th ere are m ore opportu n ities  or perceived  
opportu n ities  for grow th  and  developm en t w ith in  the ca terin g and  porterin g w ork  
role, th an  there is  for the dom estics  w h o rega rd  them  in  the s ta b ility a n d  secu rity 
th ey b rin g  to the w ork  role. A ltern a tively the dom estic s ta ff m a y n ot b e m otiva ted  
b y su ch  person a l and  p rofess iona l d evelopm en t and  so rega rd  th em  a t a  m u ch  
m ore prim itive, fin ancia l b a sed  level28. Th ere w ere no s ign ifica n t d ifferences  in  the 
im porta n ce a ss igned  to m u lti- sk illin g opportu n ities  and  p rom otion a l p rospects , 
b u t there w a s  for good  tra in in g opportu n ities . C a terin g s ta ff ra ted  tra in in g as 
s ign ifica n tly m ore im porta n t than  the porters  b u t th ey rem a in  a  d is tin ct sou rce o f 
grow th  and  person a l developm ent for b oth  (ca terin g = 4.2584, dom estic = 4.1893, 
p orter = 4.0383, p<0.05).
A lso m ea su rin g self- a ctu a lisa tion  for the porters  is  the im porta n ce o f jo b  va riety 
a nd  a  fr ien d ly atm osphere. Th e form er w a s  p red icted  to m ea su re th is  m otiva tion  
in  the developm en t and grow th  th a t w id er kn ow ledge or a b ilities  can  b rin g and  so 
has loaded  as expected  for the porters . Th is  w a s  a lso th e ca se for the N H S  sam ple, 
b u t for the dom estic, ca terin g and  H E  sam ple es teem  and  love and  b elon gin gn ess  
m otiva tion  w ere in s tead  m easu red  w h ich  then  qu estion s  their  relia b ility as 
u n iversa l m ea su res  o f one specific type o f m otiva tion . Th ere w ere s ign ifica n t 
d ifferences  in  the im portance tha t each  grou p  o f s ta ff a ss igned  to these a spects  o f 
th e w ork  role, w h ich  m a y exp la in  the d ifference in  the n a tu re o f m otiva tion  
m easu red . C a terin g s ta ff a ss igned  s ign ifica n tly m ore im porta n ce to job  va riety 
than  the other s ta ff grou ps, h ow ever th is  m ea su red  their  in s titu tion a l sa fety need  
(ca terin g = 4.3345, dom estic = 4.1627, porter = 4.1304, p<0.05) and  b eca u se it 
m otiva tes  a t a  low er level it m a y b e cons idered  a  m ore vita l a spects  o f the w ork  
role.
Th e u n iqu eness  o f a  frien d ly a tm osphere con s idered  to m ea su re the grow th  need  
in  th e porters  is  m ost in teres ting as the rela tion s  w ith  oth ers  (su pervisors  and
28 A s  c o n f i rm e d  t o so m e  e x t e n t  in  t he  f o c us  g r o u p s  w i t h  a n c i l la ry  st af f .
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colleagu es ) th a t crea te th is  frien d ly a tm osphere h a ve ins tea d  loa ded  w ith  sa fety 
and  esteem  for these w orkers . Th ere is  less  con s is ten cy in  th e sou rce o f m otiva tion  
for the rela tion sh ip - b a sed  item s  for the porters  than  h a s  b een  fou nd  in  the other 
a n a lyses  for N H S , H E , ca terin g and  dom estic s ta ff so th ere is m ore su pport for 
th ose repea ted  find ings  than  th is  one. Ra ther than  m ea su rin g love and 
b elon gin gn ess  n eeds  for a ffilia tion , ca rin g and a ffection , the m a le dom in a ted  w ork  
grou p , perha ps  rega rd  them  in  m ore p ra ctica l and u sefu l term s  m a yb e in  the 
grea ter developm en t opportu n ities  th a t a  frien d ly a tm osph ere ca n  b ring. Fu rther 
cons idera tion  o f the im pa ct o f gen der on th is  fin d in g w ill b e given  la ter in  the 
section .
Work group summary
Th e sou rces  o f m otiva tion  rep lica ted  b y the an cilla ry s ta ff a ccord in g to their  w ork  
roles  are:
♦ > S a fe ty  -  Items were consistently found that related to the immediate financial 
security that the work role brings through pay, bonus schemes and overtime 
opportunities as w ell as the predictability and consistency o f this security  
through job  security.
♦ ♦ ♦  In s titu tio n a l s a fe ty  -  Further support fo r the safety, predictability and
consistency o f the terms and conditions o f employment to be a distinct source o f 
motivation. Items measuring this related to trade union representation and the 
quality o f these relations. Also measuring this fo r the work group were the 
number o f days annual leave and the quality o f the pension scheme w hich are 
specific terms and conditions o f employment but ones that are considered to 
establish stability and predictability between w ork and home life and in the 
longer term.
♦ ♦ * L o ve  a n d  b elon g in gn es s  -  The motivation fo r love and affectionate
relationships were consistently measured by good relations w ith co-workers and 
the motivation to play  an equal role in the service. Relations w ith other s taff and 
the need fo r a friendly  atmosphere were also reliable items fo r measuring 
affectionate relations, giving and receiving love, being accepted and affiliated 
w ith others in the workplace. The duplication o f items between the majority o f
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the s taff groups extends their reliability as measures o f this need in the 
motivation o f ancillary workers.
♦ ♦ * E s teem  -  A  number o f items were duplicated between the domestic, catering 
and portering s taff that are considered to measure their motivation fo r 
recognition, appreciation, achievement, attention and respect. These related to 
the contact the s taff had w ith their superiors, and common to at least two s taff 
groups, were further items concerning specific aspects o f these relations such as 
trust, being kept informed, listened to and problems dealt with.
♦ ♦ ♦  A u ton om y -  Although some items that loaded on this need related to the 
opportunity fo r independent thought and action, through the level o f control the 
s taff experienced as well as w ider organisational systems fo r this, they were not 
shared by any o f the s taff groups. The factors that loaded, fo r each w ork group 
could be considered to measure autonomy independently, but w hen compared 
they are too different to be deliberated as reliable.
♦ ♦ ♦  S elf- a ctu a lis a tion  -  Items relating to personal and professional development 
loaded together in two o f the three s taff groups' need importance. Opportunities 
to learn new skills and expand existing ones were close to Maslow 's description 
o f the need to become all one can become, in their transference to the work 
setting and the low -level ancillary role.
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Gender Need Sat isfaction
The fina l investigation o f the ancilla iy s ta ffs  motivation is according to their 
gender. S ignificant differences between the genders in  the level o f satisfaction  and 
importance expressed for each need were detected u sing the independent samples 
t-test. The
Safety
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F ig ure  9 .1 1  Ma le &  Fem a le Sqfety n eed  sat i sfact ion
A  financia l based factor has aga in emerged for the s ta ff according to their gender, 
and as su ch is considered to closely correspond to M aslow 's  sa fety need in  the 
stab ility, predictab ility and consistency that money can estab lish  in  W estern  
society. C ommon measures of sa fety regardless o f gender were satisfaction  w ith  
pay, w hich has b een shared by other samples in measu ring this  need, and  the 
genera l overall job  satisfaction item. Pay has consistently loaded w ith  other sa fety 
need items and can be considered in terms o f the stab ility and predictab ility that 
financia l rewards can b ring in the materialistic world, as w ell as fairness. Its 
repetition also improves the reliab ility o f the item as a true measu re of th is  type of 
motivation in the work role. The independent samples t- test was run on the 
satisfaction assigned by the male and female s ta ff to identify any significant 
differences that cou ld be applied to the w ider popu lation. Th is test fou nd female 
s ta ff to be significantly more satisfied w ith  their rate o f pay than the male staff, 
a lthough both were veiy low  (male = 2.4467, female = 2.8942, p<0.05). Perhaps 
males have higher expectations for their rate o f pay than females, or are more 
reliant on their income than females and so are mu ch less satisfied w ith  w hat they
full resu lts o f this ana lysis can be fou nd in  Appendix 24.
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receive. D esp ite th is  d issa tis fa ction  m a les  w ere still s ign ifica n tly m ore sa tis fied  
overa ll w ith  th eir job  than  the fem a le s ta ff (ma le = 3.4518, fem a le = 2 .9864, 
p<0.05), a lthou gh  th is  level w a s  s till fa ir ly m ed iocre. It m a y b e th a t p a y 
d issa tis fa ction  has  h a d  a  s trong im pa ct on the m a les ’ eva lu a tion  o f th eir overa ll 
job  sa tis fa ction  w h ich  th en  redu ces  it to a  m ed iocre level, and  fem a le s ta ff 
con s ider a  m u ch  w id er va riety o f a spects  o f their  job .
For the fem a le sam p le, the sense o f feelin g sa fe from  red u n d a n cy a lso m easu red  
th eir sa fety needs . A s  the m a rker va ria b le for th is  n eed  the item  c losely reflects  
M as low 's  descrip tion  o f the n eed  and oth ers ’ opera tion a lisa tion s  (M itchell and 
M ou dgill, 1976; Porter, 1961; S hou ra  and  S ingh, 1999) w h ich  add s  va lid ity to 
fa ctor iden tifica tion . Job  secu rity in s tead  m ea su red  th e a u ton om y need s  o f the 
m a le sta ff, w h ich  w ou ld  su ggest on  fa ce va lu e th a t th ey rega rd  th is  in  term s  o f the 
opportu n ity it p rovides  for indepen den t th ou gh t and  action . A lth ou gh  th is  does  
n ot d irectly follow , it cou ld  b e th a t job  secu rity is  determ in ed  b y th e p orter ’s or 
m a le’s length  o f service (e.g. firs t in la s t ou t), so the lon ger one has  b een  w ith  the 
orga n isa tion  the m ore respon s ib ility and  freedom  one m a y h a ve in  the role. 
A ltern a tively the d ifference cou ld  have a risen  b eca u se fem a le s ta ff rega rd  the 
secu rity o f their job  in  a  m u ch  m ore p ra ctica l sense in  the fin a n cia l p rovis ion  it 
m akes , com pared  to the m a le s ta ff th a t rega rd  it m ore as  a  level o f respon s ib ility 
and  opportu n ity for indepen den t thou ght. A lth ou gh  d ifferen t types  o f m otiva tion  
w ere m ea su red  w ith  th is  item  there w ere no s ign ifica n t d ifferen ces  b etw een  the 
s a tis fa ction  assigned.
M a le s ta ff are a lso cons idered  to b e m otiva ted  a t the m os t b a s ic level o f m otiva tion  
b y p rom otion a l p rospects  and  the genera l item  o f the likelih ood  o f con tin u in g to 
w ork  if a  la rge su m  o f m on ey w a s  w on . Th e opportu n ity for p rom otion  w a s  
a n ticipa ted  to m easu re the m otiva tion  for grow th  and  develop m en t in  th e w orkers , 
b u t th is  resu lt w ou ld  su ggest th a t m a le s ta ff in s tea d  rega rd  it in  term s  o f the lon g ­
term  sa fety and  secu rity th a t a  h igher pos ition  in  the orga n isa tion  cou ld  b ring. 
Fem a le s ta ff w ere fou nd  to b e m otiva ted  b y es teem  needs  w ith  th eir p rom otion a l 
p rospects , perhaps  in  the apprecia tion , recogn ition  and  feelin gs  o f s elf-w orth  th a t 
th ey b rin g from  the organ isa tion , b u t desp ite the d ifferen t loa d in gs  th ere w ere no 
s ign ifica n t d ifference in  each  gen ders ’ p erceived  p rospects . Th ere is  m ore 
con s is ten cy w ith  the previou s  ana lyses  a ccord in g to sector and  w ork  grou p  for 
p rom otion a l p rospects  to b e a  sou rce o f s a fety m otiva tion , as fou n d  for th e m a le 
sta ff, th an  one o f esteem  or growth.
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Th e genera l item  o f continu ing to work a fter a  large sum o f money had been  won 
w as inclu ded to strengthen the need on which  it loaded, and for the males this 
w as their sa fety need. Perhaps they are considering their longer- term  safety needs 
w ith  this item, a lthou gh this w ou ld depend u pon how  mu ch had b een  w on  and 
the fu tu re that it cou ld provide and secure. The likelihood o f continu ing to w ork 
w as consistently low  for both sexes.
K e y
M a le
F e m ale
Once aga in  the tm de u nion related need satisfaction items have loaded together 
and are shared b y the male and female samples. The need, lab elled Institu tional 
Safety, considers the secu rity and stab ility o f the w ork role in  the organisation and 
the terms and conditions that the w orker enjoys. The shared need and its 
measu res are considered to lend su pport for Institu tional S afety b eing a  u niversa l 
need in the pu b lic sector workplace and to ancillary roles, that is not determined 
b y gender. There were no significant differences b etw een  the groups in  their 
satisfaction w ith  this safety.
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M ale
F e m ale
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F i g ure  9 .1 3  Ma le &  Fem a le Love SL Belongingness need  sat i sfact ion
Items relating to the need for good co-worker relations and playing an equal role in 
delivering the service were shared measu res b etween the genders and as shown in 
the previous ana lyses are considered to closely reflect M aslow 's love and 
b elongingness need. The opportu nity that relations w ith  others b ring for 
a ffectionate and caring relationships and b elonging to a grou p are appropriate 
reflections o f M aslow 's description o f the need and previous operationalisations of 
the need (Hall and Nougaim, 1968; Porter, 1961; Friedlander, 1963; Shou ra  and 
Singh, 1999). Th is then helps to va lidate the need label that has b een  assigned, 
and the repetition o f the items from  previous analyses, improves their reliab ility as 
accu rate measures o f the need. There were no significant differences b etween the 
satisfaction awarded b y the genders to the need for good relations, bu t male s ta ff 
agreed significantly more than females that they played an equal role in  the 
delivery of the service (male = 4.2087, female = 4.1076, p<0.05). Th is  difference 
cou ld be explained by the level o f confidence that male and female s ta ff have in 
their contribu tion to the service or the interest shown  in making this  contribu tion. 
N evertheless both co-worker related items are considered to motivate the love and 
b elongingness needs of all the ancillary s ta ff regardless o f gender.
Q 38 N eed for good 
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Esteem
F ig ure  9 .1 4  Ma le &  Fem a le Est eem , n eed  sat isfact ion
The items loading on th is  need for both the ma le and female samples are 
considered to fit closely w ith  M aslow 's esteem need classification and matches 
those fou nd in  previou s analyses according to sector and work group. Th ree items 
w ere common esteem  need measu res across the genders that are thou ght to 
provide opportu nities for appreciation, recogn ition and independence throu gh 
relations w ith  service managers . The feeling o f being kept informed, relations w ith  
management and tru st of management were shared measu res o f esteem  and were 
close to those u sed in previous stu dies of M aslow 's model a lthou gh this was w ith  
those higher up the organisational stru ctu re (e.g. M itchell and M ou dgill, 1976; 
Shou ra  and Singh, 1999). Th is helps to estab lish  their validity, bu t the repetition 
of specific items demonstrates their reliab ility as measu res o f esteem  in  these 
staff. There were no significant differences in the satisfaction o f male and female 
s ta ff w ith  these relations and therefore their levels o f esteem.
For the male sample issues o f control were also considered to measu re esteem  and 
was a sim ila r finding to that shown for the male dominated porters. These items 
w ere predicted to be measu res o f esteem  or Porter’s (1961) development o f the 
need w ith  autonomy, and measured s ta ffs  satisfaction w ith  the opportu nity for 
independence and responsib ility. It wou ld appear however that M aslow 's  origina l 
form  of the need is being measured for the male s ta ff w ith  other items rega rding 
management relations, even though a separate au tonomy need emerged where 
these items loaded for the female staff. The lack o f consistency in these items 
between the genders questions their reliab ility as measu res of au tonom y or 
esteem.
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In  the fem a le sam p le oth er m easu res  o f es teem  d iverted  from  m a n a gem en t 
rela tion s  to in clu de m ore organ isa tiona l-w ide is su es  as  show n  in  the sector and  
w ork  grou p  ana lyses . Th e effectiveness  o f orga n isa tion a l su ggestion  and  p rob lem  
solvin g sys tem s  w ere a  sou rce o f recogn ition  and  apprecia tion  for th e fem a le s ta ff 
perh a ps  in  the in ves tm en t and concern  th ey ind ica te to th e s ta ff th a t the 
orga n isa tion  is  givin g  to them . Th e firs t p ort o f ca ll for  these sys tem s  are u su a lly 
m a nagers  and  su pervisors , and perhaps  exp la in s  w h y th ey h a ve loa ded  w ith  other 
m a n a gem en t rela ted  item s  for the fem a le sta ff. Th ere w ere no s ign ifican t 
d ifferences  b etw een  the genders  for their ra tings  o f the effectiven ess  o f the 
su ggestion  schem es , b u t fem a le s ta ff did ra te the p rob lem  solvin g sys tem s  to b e 
s ign ifica n tly m ore effective than  the m a le s ta ff (m a le = 3.1034, fem a le = 3.2319, 
p<0.05). Th is  w ou ld  su gges t th a t the fem a le s ta ff are m ore con fiden t in  the 
orga n isa tion a l sys tem s  than  their  m a le cou nterpa rts , or p erh a ps  the m a le s ta ff 
expect them  to b e m ore effective than  th ey are cu rren tly.
Prom otiona l p rospects  loaded  as pred icted  w ith  es teem  for the fem a le sta ff, and 
a re cons idered  to s ign ify the orga n isa tion ’s app recia tion  and  recogn ition  o f the 
s ta ffs  w ork  and  the in crea sed  opportu n ity for independence. Th is  w a s  a lso the 
case for the N H S  sam p le, b u t th ey m easu red  the m u ch  m ore p rim itive sa fety n eed  
o f the m a le sta ff, HE , ca terin g and porterin g sam p les . Ra ther th a n  con s ider the 
person a l a ch ievem en t and developm en t th a t p rom otion  s igna ls , th ey are 
cons idered  to focu s  on the im m ed ia te and  lon ger term  fin a n cia l rew a rd  and 
stab ility. Th e resu lts  for the genders  su ggest th a t m a le a n cilla ry s ta ff focu s  on the 
fina ncia l secu rity th a t prom otion  b rings, w ith  a dd ition a l rew a rd  and  com m itm en t 
to the organ isa tion , w herea s  fem a les  cons id er the a ch ievem en t and  recogn ition  
th a t su ch  opportu n ities ’ d isp lay. Th is  m a y aga in  b e in flu en ced  b y th e cu ltu ra l 
con text o f those occu pying these low - level, low ly qu a lified  roles  and  the em phas is  
th a t each  p la ce on these opportu n ities . M a le s ta ff tend  to b e the tra d itiona l 
b rea dw in n er o f the fa m ily so there is  a  grea ter dem a n d  on  th em  for  su rviva l than  
th ere is  com pa red  to the fem a le sta ff. W hen  th e p rosp ect for add ition a l incom e 
arises , th en  th ey see it a s ju s t tha t and do n ot con s ider the effort and  skills  
n eeded  to reach  them .
Feelin g p a rt o f a  team  w a s  a lso cons idered  to m ea su re the es teem  need s  o f the 
fem a le s ta ff and  w a s  s im ila r to th a t fou nd  for b oth  sectors  and  the dom estics  as 
w ell. E ven  thou gh  the item  w a s  in itia lly p red icted  to gau ge love and  b elongin gness  
m otiva tion , it cou ld  be tha t fem a le s ta ff a re so p rou d  o f the tea m  th ey are in  th a t it
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also signa ls achievement, appreciation and recogn ition rather than more 
individu alistic feelings o f affiliation, love and belongingness . Th is  measu red the 
au tonomy needs o f the males, bu t as a development o f esteem needs th is 
difference is close to that expected. Once again there w ere no s ignificant 
differences betw een the genders in  their sense of being part o f a team.
Autonom y
F ig ure  9 .1 5  Ma le &  Female Autonomy need  sat i sfact ion
The items loading on this factor were distinct to the genders bu t individu ally they 
are considered to be close to the au tonomy need  identified by Porter (1961) for 
independent thought, action and responsib ility. B ecause none o f the items w ere 
shared b etween the genders thou gh it immediately questions the reliab ility o f the 
need and the items for measu ring this need.
The level o f control female s ta ff felt they were u nder from  managers and  
su pervisors, and their satisfaction w ith  this control, were the only sou rces o f 
au tonomy and independence for them. These were predicted to be measu res o f 
this, bu t more as an aspect o f M aslow 's esteem  need classification than Porter’s 
adaptation. These are more direct measures of the need than those fou nd for the 
male staff, and were shared by the NHS and catering staff. In the other samples, 
control measu red the w ider source o f au tonomy -  esteem, bu t w ith su ch  close 
definitions the two types of motivation they are a lmost inseparab le. A lthou gh  the 
descriptions are close and can be considered as one, this research does indicate 
that they are two separate sou rces of motivation for some samples a t least. The 
lack of consistency however questions the reliab ility of distingu ishing b etween the 
needs, or the items included to measure them. D espite the difference in  loading
M ale
F e m ale
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th ere w ere no s ign ifican t d ifferences  b etw een  the genders  on the con trol 
experien ced  and th eir sa tis fa ction  w ith  th is  control, w h ich  aga in  b rin gs  the 
a u ton om y and  esteem  closer together as com m on  sou rces  o f m otiva tion .
Issu es  rela tin g  to organ isa tiona l sys tem s  su ch  as su ggestion  schem es , com p la in ts  
p rocedu res  and  the ph ys ica l w ork in g en viron m en t m ea su red  the au ton om y n eeds  
o f th e m a le s ta ff as did  th eir job  secu rity and  feelin g p a rt o f a  tea m . Th is  m a tched  
the item s  loa d in g on  th e need  for the porters  w h ich  s tron gly im p lies  determ in a tion  
b y gen der ra th er than  one o f w ork  role. Perhaps  m a le s ta ff rega rd  the 
orga n isa tion a l sys tem s  as  p rovid in g the opportu n ity for them  to in flu en ce w a ys  o f 
w orkin g, goa l setting and  for indepen den t thou ght, w h ich  Porter u sed  to 
ch a racteris e au tonom y, w herea s  fem a le s ta ff con s ider th em  as  a  m ore d irect 
sou rce o f es teem  for recogn ition , respect and  apprecia tion . E ith er w ay, th ey are 
very close sou rces  o f m otiva tion , w ith  a u ton om y m otiva tion  p erh a ps  focu s in g m ore 
u p on  th e ego needs  and self- es teem  than  the m ore gen era l es teem  b a sed  on th a t 
received  from  others . The la ck o f u n iform ity for a u ton om y as a  sepa ra te sou rce o f 
m otiva tion  how ever th rou ghou t the a na lyses  ca n n ot w a rra n t its  d is tin ction  and  a  
devia tion  from  M as low 's  m odel.
Job  secu rity w a s  des igned  as the m a rker va ria b le for the s a fety n eed  in  its  
closeness  to M as low 's  descrip tions  o f the need  and  oth ers ’ opera tiona lisa tions , 
and  has  loa ded  as su ch  for the fem a le s ta ff and  the m a jority o f oth er sam p les . For 
the m a le s ta ff how ever it ha s  in s tead  loaded  w ith  au tonom y. A lth ou gh  it m u s t b e 
rem em b ered  th a t fem a le s ta ff dom ina ted  the sam ple, th is  resu lt does  su gges t a  
gen der d ivide in  the m otiva tion  for s tab ility and  secu rity in  on e’s in com e. It w ou ld  
a ppea r th a t fem a le s ta ff rega rd  job  secu rity in  the m ore p rim itive form  for fin a n cia l 
con s is ten cy b u t m a le s ta ff in terp ret it in  term s  o f h ow  it p resen ts  th em selves  to 
others . Perhaps  length  o f service determ ines  job  secu rity for the m a le sta ff, and 
the lon ger one has  b een  w ith  the organ isa tion  the grea ter respons ib ility, 
in depen den ce and  respect th ey en joy and  so has  a  grea ter im p a ct on  oth ers ’ view s  
o f them . A lth ou gh  th is  appea rs  to appea l to d ifferen t types  o f m otiva tion  for the 
genders, th ere w ere no s ign ifican t d ifferences  in  the level o f s ecu rity th a t the m a le 
and  fem a le s ta ff felt in their job . It m a y b e th a t the s a fety and es teem  n eed  sp lit 
b etw een  th e genders  is  con fined  to these m ore trad itiona l, m a n u a l w ork  roles  th an  
p rofess ion a l roles  requ irin g m ore edu ca tion  b u t fu rth er w ork  w ou ld  h a ve to b e 
u n derta ken  to esta b lish  the gen era lisa b ility o f th is  fin d in g to oth er occu pa tion s . 
Th ere is grea ter su pport th rou gh ou t a ll the ana lyses  for job  s ecu rity to m ea su re 
s a fety m otiva tion  th an  es teem  or au tonom y.
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G e n e r a l
K ey
M ale
F e m ale
F ig ure  9 .1 6  Ma l e  &  Fema le G en e r a l  n eed  sat i sfact ion
The fina l factor for the fema le sample was uniqu e to these s ta ff and so is difficu lt 
to estab lish  as a reliab le sou rce o f motivation for all. The genera l satisfaction 
measu res included as strengthening items for the factors on w hich  they loaded, 
have correlated independently for the female workers and so have fa iled to perform  
their function. Th is was a lso the case for the NHS sample, w hich  cou ld im ply that 
the resu lt is in fluenced more by the gender dominating the sample than the 
sector.
These items wee fou nd to measure the sa fety and au tonomy needs o f the male 
sample and helped to strengthen them, bu t for the female s ta ff this w as n ot the 
case. D espite the difference in loadings there were no significant differences 
between the genders. M ales w ere no less satisfied w ith  their physical w orking 
environments than their female counterparts, or more likely to continu e to w ork if 
a  large su m  of money was won.
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Gender Need Importance 
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F i g ure  9 .1 7  Ma le &  Fem a le S a f e t y  n eed  importance
Tw o items measured the importance o f w ha t is considered to be sa fety needs for 
b oth the male and female samples, bu t none were shared. The same items have 
measu red this needs’ importance in previous ana lyses (e.g. for the NHS, HE, 
domestic, catering and portering samples) and their shared financia l natu re a lso 
su pports the resu lts o f the sa fety need satisfaction which helps to estab lish  its 
reliab ility. The importance o f a good bonu s scheme and overtime opportunities 
were measures o f sa fety for the male sample, perhaps in the additiona l finances 
that they b ring and the stab ility this enforces in m odem  cu lture. The t tes t fou nd 
significant differences b etween the importance assigned to bonu s schemes w ith  
male s ta ff rating these w ith  mu ch greater importance than the female s ta ff (male = 
4.2964, female = 3.8613, p<0.05). It m ay b e tha t bonu s schemes are more w idely 
availab le to the male dominated profession (porters) than the female dominated 
occu pations (domestic and catering), which is w hy they are more important, 
a lternatively the male may rely more on these additiona l finances as the 
traditiona l b readw inner o f the family compared to the female staff. Th is  is 
sim ilarly tru e for overtime opportunities, a lthough male and female s ta ff assigned 
mediocre importance to these opportu nities (male = 3.7799, female = 3.7243, 
p>0.05).
The sa fety needs o f the female sample were measu red b y a good rate o f pay and 
the nu mber o f days annual leave, and were predicted to be measu res o f su ch 
motivation in  the predictab ility, order and stab ility that they can b ring to the w ork
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and home life. These items have instead loaded w ith  needs close to institu tional 
safety and love and belongingness in the male staff, which was the case for the 
fema le dom inated occu pations o f domestics and catering so there is no definite 
gender divide in these findings. B oth male and female s ta ff rated a good rate o f 
pay as very important, bu t female s ta ff rated the nu mber of days annu al leave as 
significantly more important to them  than their male cou nterparts (male = 4.2067, 
female = 4.6784, p<0.05). A lthou gh  some of the items have measu red sa fety need 
importance in  previous analyses, the lack o f shared measu res b etween the male 
and female samples does not su pport them  as u niversa l measures o f the need. It 
may be that a gender divide does in fact exist b etween the most b asic sou rce of 
motivation for s ta ff occu pying these w ork roles anyway, as they have loaded 
differently, bu t perhaps this is determined according to w ider responsib ilities in 
life (e.g. as b readwinner, home-maker).
Inst i tut ional safety
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F ig ure  9 .1 8  Ma le &  Fem a le Inst i tut ional  Safety n eed  impor tance
The institu tional sa fety need that was considered to load for the NHS, catering and 
portering sample only loaded for the male sample. Like the HE  and domestic staff, 
no such sou rce o f motivation was found for the female s ta ff to protect and improve 
the terms and conditions o f the w ork role, which wou ld imply a  definite gender 
in flu ence on the resu lts. The importance o f u nion representation, nu m ber o f days 
annual leave and a good pension scheme are considered to measu re the stab ility 
o f the males in their work role and was identica l to the porters and close to the 
catering staff. These items can be argued to motivate for consistency and  stab ility 
in work and home life in both  the short-  and long-term. Male s ta ff considered the 
longer term  stab ility (pension scheme) that the organisation can b ring as
K e y
M ale
F e m ale
Chapt er 9 I
Page 329 I
R esearch Quest ion I
Further explorat ion
Evaluating the applicability o f Maslow 's theory o f motivation to ancillary s taff
significantly more important than the fema le s ta ff (male = 4.5884, fema le =
4.4215, p<0.05) a lthou gh  both felt it was qu ite important. A s  reported in sa fety 
need importance, female s ta ff considered the nu m ber o f days annual leave as 
significantly more important than the male staff, bu t importance w as at a s im ilar 
level for union representation. Female s ta ff were motivated by these organisational 
terms and conditions at the more personal level o f sa fety than as a  member o f a 
collective, bu t both are considered to b e motivating the need for consistency, 
stab ility and predictab ility. The u nique loading o f this sou rce o f motivation for the 
male s ta ff however w ou ld defin itely su ggest a gender bias on the need for 
institu tional safety.
Lov e  &
K e y
M ale
Fem ale
Figu re 9.19 Male &  Female Love 8L Belongingness need  impor tance
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A  factor close to M aslow 's love and belongingness needs is considered to have 
loaded for both the male and female samples and m any items were shared, 
inclu ding the marker variab le. Fou r items w ere common measures o f the need 
across the genders which su pports them as u niversa l gauges o f th is  need, and 
their va lidity is heightened by their proxim ity to previou s operationalisations 
(Porter, 1961; Friedlander, 1963; Shou ra  and S ingh, 1999; and H all and Nougaim, 
1968). The importance o f good co-worker relations (marker variab le) has 
consistently measured the need for a ffectionate and caring relationships in the 
workplace for the domestics, catering, NH S  and HE  samples, and has been 
repeated here making it a most reliab le measure o f this sou rce o f motivation. The t 
test fou nd that female s ta ff rated tills  as s ignificantly more important than the 
male s ta ff (male = 4.7505, female = 4.6269, p<0.05), bu t the importance expressed 
were very close.
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Th e im porta n ce o f a  frien d ly a tm osphere aga in  m ea su red  the a ffection a te 
rela tionsh ip  o f b oth  m a le and  fem a le s ta ff and their  sense o f b elon gin g to the 
service and  organ isa tion . In  the p reviou s  in ves tiga tion  th is  item  w a s  cons id ered  to 
m ea su re self- a ctu a lisa tion  in  the porters  and w a s  th ou gh t to b e determ in ed  b y 
gender, b u t th is  resu lt w ou ld  su ggest otherw ise. Th e item  has b een  cons is ten tly 
su pported  as  a  m easu re o f th is  n eed  in  the N H S, HE , ca terin g and  dom es tic 
sam p les  th ou gh  and so th is  resu lt aga in  im proves  its  relia b ility. Fem a le s ta ff did 
find  th is  s ign ifica n tly m ore im porta n t than  the m a le s ta ff thou gh , b u t b oth  w ere 
m otiva ted  b y love and b elongingness  (m a le = 4 .6267, fem a le = 4 .8058, p<0.05).
Th e im porta n ce o f a  good  m a n a gem en t style w a s  p red icted  to m ea su re 
pa rticipa n ts  es teem  needs  in  the con ta ct th a t it g ives  the s ta ff w ith  those w h o can 
com m end  and  a cknow ledge on e’s inpu t. Th is  w a s  the ca se for th e N H S , H E , 
dom estic and  porterin g sam p les , b u t for the m a les  and  fem a les , love and  
b elon gin gn ess  m otiva tion  w a s  in s tea d  m easu red . Perhaps  the m a n a gem en t style 
p rovides  s ta ff w ith  a  sense o f b elon gin g  to the organ isa tion , esp ecia lly one th a t is 
a pp roachab le and  open  and  w ill p rovide s im ila r sou rces  o f m otiva tion  as  a  frien d ly 
a tm osphere and good  rela tions  w ith  colleagu es . A ga in  fem a le s ta ff ra ted  th is  
s ign ifica n tly m ore im porta n t than  the m a le sta ff, b u t b oth  felt it w a s  very 
im porta n t (m a le = 4 .4931, fem a le = 4 .6195, p<0.05).
Pride in  service w a s  a lso shared  across  the genders  in  m ea su rin g th is  need , b u t as 
w ith  m a n a gem en t style w a s  origin a lly p red icted  to ascerta in  es teem  needs . Th e 
p orter ’s es teem  needs  w ere m easu red  b y the p ride th ey took  in  th eir w ork  and  w as  
a ga in  th ou gh t to b e determ ined  b y their gender m ore than  th e n a tu re o f th eir 
w ork, b u t th is  resu lt w ou ld  su ggest th a t an a lterna tive exp la n a tion  to gen der 
shou ld  b e offered. A s  fou nd  for the N H S  and ca terin g sam ple, p ride in  service is 
cons idered  to m easu re the sense o f b elongingness  and  a ffilia tion  b oth  the m a le 
and  fem a le s ta ff have w ith  others , and  w h en  eva lu a tin g p ride in  th em selves  th ey 
con s ider oth ers  in  the service team  than  ju s t their ego. Fem a le s ta ff a ga in  ra ted  
th is  w ith  s ign ifica n tly grea ter im portance than  the m a le s ta ff b u t it a ppea rs  to b e 
a  u n iversa l m easu re o f love and  b elongingness  m otiva tion  (m ale = 4.5080, fem a le 
= 4.7235, p<0.05) o f grea t im portance.
A lso m ea su rin g th is  n eed  for the m a le sam ple is  a  good  ra te o f pay, w h ich  w a s  the 
sam e as  th a t fou nd  for the dom estics . Th is  w a s  n ot the ca se for the fem a le s ta ff 
th ou gh  and  so th e resu lt for the fem a le-dom ina ted  dom estic role is  su rpris in g, as
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is  the sa fety n eed  m otiva tion  o f the m a le-dom in a ted  porter w ork  role. A lth ou gh  the 
item  does  n ot a ppea l to the sam e sou rce o f m otiva tion , the resu lts  do su ggest tha t 
th ey are n ot determ ined  b y the w orker’s gender . Th is  is  a lso con firm ed  b y the 
ab sence o f a  s ign ifica n t d ifference in  the im porta nce a ss igned  to the need , as a ll 
s ta ff ra ted  p a y as vita l.
Job  secu rity is  a lso cons idered  to m easu re fem a le s ta ffs  love a n d  b elongin gness  
b u t w a s  foreseen  to m ea su re their sa fety n eeds  as ha s  b een  fou n d  in  N H S  and 
ca terin g ana lyses , in  the p red icta b ility and  con s is ten cy th a t con tin u a tion  o f the 
w ork  role provides . Th ese resu lts  w ou ld  su ggest h ow ever th a t fem a le s ta ff in  fa ct 
in corpora te th eir sense o f a ffilia tion  to the grou p and  the s ecu rity o f th is  a ffilia tion  
in  the lon ger  term , w h en  th ey cons ider their  job  secu rity. B eca u se th is  resu lt w a s  
a lso fou nd  for the fem a le dom ina ted  sa m p le o f dom estics , it w ou ld  im p ly th a t the 
tea m -b a sed  w ork in g p ractices  u sed  in  these roles  do in flu en ce their  m otiva tion  for 
job  secu rity. It w ou ld  a lso su ggest th a t there is  a  gen d er in flu en ce on th is  a spect 
o f m otiva tion  w h ich  is  fu rther con firm ed  b y the repea ted  m ea su rem en t o f th is  item  
in  es teem  n eed s  for the m a le sam p le and  m a le-dom in a ted  p orter w ork  role. It 
w ou ld  appea r from  th is  resu lt th a t the w id er cu ltu ra l con text o f b ein g m a le and 
fem ale, occu pyin g a  w ork  role and the secu rity o f th is  role ha s  in flu en ced  the type 
o f need  th a t it m otiva tes . Tra d ition a lly m a les  occu py w ork  pos ition s  th a t are the 
m a in  sou rce o f incom e for the fam ily, w ith  fem a les  b ein g the h om em a ker or 
w ork in g to ea rn  ‘p in ’ m oney. Th ere are m ore repercu s s ion s  for th e respect, 
recogn ition  and feelings  o f self-w orth  for the m a le w orker w h en  th ey lose their job  
th a t th ey are p red icted  to m otiva te a t a  m ore soph is tica ted  level, com pa red  to the 
fem a le w orker . S ince low - level, rela tively u n edu ca ted  m a n u a l w orkers  a re b ein g 
cons idered  in  th is  resea rch , the trad itiona l m a le/ fem a le d ivide is  likely to still 
exist, b u t th is  m a y n ot b e tru e for the w id er w ork in g popu la tion . Th e 
genera lisa b ility o f the im portance o f job  secu rity a s a  m ea su re o f a  specific a spect 
o f m otiva tion , therefore is  qu estioned  b y the fin d in gs  for gen der and  th eir cu ltu ra l 
con text. D esp ite the d ifference in  loa d in g there w ere no s ign ifica n t d ifferences  
b etw een  the genders  in  the im portance th ey a ss ign ed  to th is  a spect o f th eir  job s .
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F i g u re  9 .2 0  Ma l e &  Fem a le Esteem  need  importance
The three items measu ring the esteem  needs o f the female staff, inclu ding the 
marker variab le (contact w ith supervisor) were shared b y their male counterparts. 
The contact male and female ancillary s ta ff have w ith  their su pervisors, 
su pervisor’s b oss and cu stomers are considered to all provide the scope for 
recognition, appreciation, and acknow ledgement which  wall have a positive or 
negative impact on one’s personal ju dgem ent o f oneself. These items have 
consistently measu red esteem in  the previous investigations for the NHS, HE, 
catering and portering staff, and so suggests they are reliab le measu res of the 
need. Th is is also validated by the closeness o f these measures w ith  those u sed in 
previous studies o f M aslow 's model that considered those mu ch higher in  the 
organisational structu re (e.g. M itchell and M oudgill, 1976; S hou ra  and S ingh, 
1999). There were no significant difference b etween the importance assigned to 
contact w ith  customers b etween the male and female staff, w ith  all considering 
them  to be important; however female s ta ff fou nd contact w ith  su pervisors (male = 
4.1940, female = 4.5308, p<0.05) and their boss (male = 4.0663, female = 4.5308, 
p<0.05) to b e significantly more important than the male staff. Perhaps male s ta ff 
prefer less contact w ith  their superiors as they en joy independence and au tonomy, 
and female s ta ff requ ire more acknowledgement, recognition and reassu rance and 
so favou r more regu lar interaction w ith  managers.
Job  secu rity and variety are also considered to measu re the male s ta ffs  esteem  
needs, bu t were predicted to measure sa fety and self-actu a lisation motivation 
respectively. Job  secu rity measu red the porter’s esteem  needs as w ell ra ther than 
the sa fety need that was fou nd in  the N H S  and catering sample or the love and
Chapter 9 I  R esearch Quest ion I
Page 333 I  Further explorat ion
Evaluating the applicability o f Maslow 's theory o f motivation to ancillary s taff
belongingness o f the HE, domestic or female staff. O nce aga in the lack of 
consistency b etween the samples in the sou rce o f motivation to w h ich  job  secu rity 
appeals, questions its reliab ility as a robust, reliab le and u niversa l measu re o f any 
need.
Job  va riety measu red the intended growth need o f the male dominated portering 
sample, bu t has instead loaded w ith  the lower need  for all the male staff. Th is 
resu lt w ou ld  su ggest tha t males consider va riety in  the work role as a sou rce of 
statu s and signa ls  worker’s capab ilities, know ledge and development to others 
thus in flu encing the regard, recognition and appreciation they w ill ga in  from  
others. Th is has loaded as a measu re o f the growth need for the female staff, bu t 
there were no significant difference in the importance assigned to job  variety.
Se lf-actualisat ion
Q 14B  G ood 
b onu s  scheme
.70924
Q 14G  O vertime
Q 14F G ood 
tra in in g opps
- .79131 .70617 \
F i g u re  9 .2 1  Ma le &  Fem a le Sel f -ac tual isat ion n eed  impor tance
The final factor to load for the male and female s ta ff is considered to closely fit 
M aslow 's description of the growth need. Three items were shared across the 
genders that provided the opportu nity for development and progress in the w ork 
role, and wou ld indicate they are u niversal measu res o f this need. O pportu nities 
for tra ining, mu lti-skilling and promotion all measu red s ta ffs  scope to become all 
they can become in the work role and were shared w ith  the previous findings for 
the catering, portering and N HS  samples. D espite the commonality in loading for 
the genders, the t test found significant differences in  the level o f importance 
assigned to tra in ing opportunities. Female s ta ff fou nd the opportu nity for self-  
actu alisation from  tra in ing to be significantly more important than male s ta ff 
(male = 4.0824, female = 4.2136, p<0.05), perhaps b ecau se female workers are
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m ore open  to change and  developm en t than  tra d itiona l m a le m a n u a l w orkers . The 
im porta n ce o f p rom otion  and  m u lti- sk illin g w ere a t a  s im ila r level a cross  the 
genders  yet these w ere neith er im porta n t n or u n im porta n t to the sta ff.
S evera l other  m ore sa fety- rela ted  item s  are a lso cons id ered  to m ea su re the self-  
a ctu a lisa tion  needs  o f the fem a le sta ff. Item s  th a t m ea su red  the in s titu tiona l 
sa fety o f the m a le s ta ff in clu d in g a  good  b onu s  schem e, u n ion  represen ta tion , a  
good  pens ion  schem e and  overtim e opportu n ities , m ea su red  the grow th  n eed  o f 
th e fem a le w orkers . O ne in terp reta tion  o f th is  resu lt cou ld  b e th a t b y ob ta in in g 
lon ger- term  fina ncia l s a fety in  the organ isa tion , the fem a le w ork force feel th ey are 
ab le to grow  and  develop  to u ltim a tely b ecom e a ll th a t th ey w a n t to b ecom e or 
a ch ieve in  their w ork  pos ition .
Job  va riety w a s  a lso fou nd  to p rovide developm en t and  grow th  opportu n ities  for 
the fem a le w ork  force, and  w a s  p red icted  to b e a  m ea su re o f th is  need . The 
opportu n ity to ta ke on n ew  ta sks and extend  their  sk ills  m ea su red  th eir person a l 
or p rofess ion a l grow th  and  developm en t ra th er th a n  th eir p os ition  in  rela tion  to 
others , w h ich  w a s  the n a tu re o f m otiva tion  fou nd  in  the m a le sam p le (esteem ).
Alth ou gh  th ere are som e sha red  item s  o f self- a ctu a lisa tion  a cross  the genders , 
th ere a re som e defin ite gender va ria tions  in  the form  o f m otiva tion  th a t som e 
a spects  o f the w ork  role take. It shou ld  b e rem em b ered  h ow ever th a t M a s low 's  
th eory w a s  one o f hu m an  m otiva tion  in  life as a  w hole, and  th is  resea rch  is  lim ited  
to the w orkp la ce. It m a y b e the case th a t other sou rces  o f grow th  and  developm en t 
a re p rovided  ou ts ide o f the w ork  role and  cu rren tly sa tis fy th is  n eed  s in ce it h a s  
n ot b een  fou nd  in  th e need  sa tis fa ction  inves tiga tions . A ltern a tively the need  m a y 
n ot h ave b een  opera tiona lised  effectively to m easu re the cu rren t opportu n ities  for 
the an cilla ry s ta ff to b ecom e a ll th ey can b ecom e.
Gender summary
Fa ctor ana lys is  o f the w ork  m otiva tion  da ta  a ccord in g to the gen d er o f the s ta ff 
a ga in  show s su pport for Resea rch  Q u estion  I and  M a s low 's  cla s s ifica tion  o f 
h u m a n  m otiva tion . The needs  th a t have b een  con s is ten tly fou n d  are:
• S a fe ty  -  Items loading on this need again related to immediate financial rew ard 
through pay, bonus schemes and overtime opportunities as w ell as the security
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o f the work role that offered these rewards. Only pay  was a shared source of 
safety motivation though for the male and female s taff
•  In s titu tio n a l s a fe ty  -  Items relating to satisfaction w ith trade union 
membership and representation continued to be consistent measures o f the 
collective motivation fo r safety, predictability and consistency in the terms and 
conditions o f employment fo r both male and female s taff Only the importance o f 
the need was measured in the male s taff though, but this was alongside the 
further organisational conditions o f employment show n to motivate the catering 
and portering s taff terms. Both the importance o f the number o f days annual 
leave and the quality o f the pension scheme motivated the male staff.
• L o ve  a n d  b elon g in gn es s  -  Consistency exists throughout this investigation for 
the items measuring this need. Items relating to good co-workers relations and 
playing an equal role in the service measured the s taffs  motivation for affiliation 
and belongingness. The need for a friendly  atmosphere, good management style 
and pride in service were also reliable items fo r measuring being accepted and 
affiliated w ith others in the workplace, fo r affectionate relations as well as the 
giving and receiving love across the genders. Because public sector ancillary  
s taff tend to work in small teams, it is likely that w hen one evaluates the pride  
o f the service delivered one also considers others in the team and so 
incorporates their sense o f belongingness. This was also found fo r the NHS and 
catering samples.
• E s teem  -  Items relating to relations w ith superiors and the w ider organisation 
were duplicated measures o f male and female s taffs  motivation fo r recognition, 
achievement and respect. The quality o f relations w ith managers, the level o f 
trust fo r them and the sense o f being kept informed measured both sexes’ 
esteem needs, as did the contact they have w ith their customers. A ll o f these 
items allow  direct feedback on the w orker’s performance, and so are considered 
to provide the opportunity fo r appreciation and feelings o f self-worth.
• A u ton om y -  In similarity to the w ork group findings the items that loaded for 
the male and female s taff on autonomy could be considered in terms o f the 
opportunity fo r independent thought and action or as a specific aspect o f 
Maslow 's esteem. Items relating to the level o f and satisfaction w ith control 
measured this need as well as the effectiveness o f the organisational systems 
that encourage this. How ever none were common to the male and female s taff 
w hich either implies a gender differentiation in the nature o f autonomy or the 
unreliability o f the need and the items considered to measure them.
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•  S elf- a ctu a lis a tion  -  This need was consistently measured in the male and 
female s taff by items relating to personal and professional development Both 
regarded training and multi-skilling opportunities as chances to develop existing 
skills and learn new  ones, that are then recognised through promotional 
prospects. These measures were also shared by the NHS, catering and portering 
samples, which improves their reliability as the opportunities fo r s taff in this low  
level role to grow  and become all they can become.
Th ree o f M as low 's  n eed s  have b een  firm ly con firm ed  in  th e w ork  grou p  and  gender 
ana lys is  th a t a lso em erged  for s ta ff a ccord in g to th eir sector . Sa fety, love and 
b elon gin gn ess  and  esteem  needs  a re su pported  as  a pp licab le to the w ork  
m otiva tion  o f a ll an cilla ry sta ff, show n  in  b oth  need  sa tis fa ction  and  n eed  
im porta n ce in ves tiga tions  w h ich  aga in  im p roves  th eir relia b ility. Th e grow th  need  
can  on ly b e su pported  to a  certa in  exten t s ince th is  w a s  on ly fou n d  in  need, 
im porta nce. H ow ever it m a y b e the ca se th a t th is  need  w ill on ly ever  b e fou n d  in  
im porta n ce s ince its  pa rtia l sa tis fa ction  on ly in crea ses  its  im porta nce. Th e new  
need  fou nd  in  the sector ana lys is  to m otiva te the a n cilla ry s ta ff w a s  a lso repea ted  
in  these su b sequ en t exam ina tions . In s titu tiona l sa fety w a s  show n  to b e a  relia b le 
sou rce o f m otiva tion  to these s ta ff th a t occu py roles  in  the m a m m oth , fra gm en ted  
and  po litica lly d riven  sector. Th e va lid ity o f th is  need  to other types  o f w orkers  in  
other types  o f sectors  w ill need  fu rther inves tiga tion , b u t the resu lts  here in d ica te 
its ’ app rop ria teness  to the cu rren t resea rch  samp le.
B y ana lys in g the w ork  m otiva tion  da ta  ga thered  from  the N H S  and  H E  an cilla ry 
sta ff, a ccord in g to w ork  grou p  and  gender, relia b ility o f th e need s  and  som e item s 
m ea su rin g these needs  ha s  grea tly im p roved . Th e con s is ten cy in  the n eed s  
con s idered  to b e fou nd  to m otiva te the s ta ff in  a ll the in ves tiga tions , len d s  su pport 
to the fit o f M as low 's  m odel o f m otiva tion  and so Resea rch  Q u estion  I. Th e 
com m on a lity o f m a n y o f the item s  w ith in  the needs  a lso help s  to develop  a  relia b le 
and  a ccu ra te m easu re o f m otiva tion  in  these staff. Th is  w ill b e va lu a b le to those in  
the p ra ctica l field  and  w ill h ave im p lica tions  for u n ders ta n d in g, m ea su rin g and 
d es ign in g appropria te m otiva tion a l techn iqu es . Th is  in form a tion  has  b een  
tra n s ferred  to the field  on severa l occa s ions  in  order to b u ild  u pon  th e p ra ctica l 
w orth  o f the resu lts  (Append ix 1).
Fu rth er cons idera tion  o f a ll the resu lts, and  their  app rop ria ten ess  to M a s low 's  
m odel o f m otiva tion  or oth ers  tha t exist, w ill b e given  in  the n ex t chapter.
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R e se arc h  Que st io n  I  D isc ussio n  &  Co nc lusio n
S evera l need s  have b een  fou nd  in  th is  exp lora tion  th a t a re con s idered  to closely 
correspond  to the n eed  cla ss ifica tions  given  in  M as low 's  m odel o f h u m a n  
m otiva tion . M a n y have loaded  con s is ten tly a cross  th e sector, w ork  grou p  and
given  to Resea rch  Q u estion  I. Th ere is  a lso u n iform ity in  th e item s  m ea su rin g 
these needs , w h ich  im p roves  their depen da b ility as relia b le a n d  appropria te 
m ea su res  o f w ork  m otiva tion . Th is  in form a tion  w ill m ake a  va lu a b le con trib u tion  
to the app lied  setting, as m anagers  and su pervisors  w ill n ow  b e ab le to h a ve a  
clea rer u n d ers ta n d in g o f the n a tu re o f an cilla ry s ta ffs  m otiva tion  and  the level o f 
m otiva tion  th a t a spects  o f their w ork  role add ress . Th is  ha s  b een  fed  b a ck  to the 
m a nagers  o f an cilla ry s ta ff on severa l occa s ion s  (Append ix  1) to en cou ra ge its  
app lica tion .
W ith in  th is  ch a p ter the na tu re o f the needs  th a t h a ve b een  fou nd  w ill be 
cons idered  and com pa red  aga ins t the resu lts  o f p reviou s  in ves tiga tion s  o f 
M as low 's  m odel. In  add ition  to this , the resu lts  w ill a lso b e exa m in ed  for the 
su pport th a t can  b e given  to Resea rch  Q u estion  I. Ta b le 10.1 over page 
su m m aris es  the needs  and item s  th a t ha ve con s is ten tly em erged  to m ea su re each  
need  across  a ll the inves tiga tions .
gen der ana lyses  w h ich  heigh tens  their relia b ility and  the su pport th a t can  be
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Table 10.1 Common measures of need satisfaction and need importance
Safety Rate of Pay 
Job  Security 
Promotional prospects 
B onu s schemes 
Pension scheme 
G ood rate o f pay
Z
X
C/5
✓
✓
✓
✓
✓
x
w
✓
✓
✓
✓
✓
D
o
✓
✓
✓
✓
o
&
fD
3
cm
✓
✓
✓
✓
✓
TJ
O
3
CD
"I
✓
✓
■ *>
(T)
!
fT
✓  ✓  
✓
✓
✓
✓
✓
Institu tional Need for TU  membership ✓ ✓ ✓ ✓ ✓ ✓ ✓
safety
TU  rep. relations ✓ ✓ ✓ ✓ ✓ ✓ ✓
TU  representation ✓ ✓ ✓ ✓
Annu a l leave ✓ ✓ ✓
Pension scheme ✓ ✓ ✓
Love & Need for good co-worker ✓ ✓ ✓ ✓ ✓ ✓ ✓
belongingness relations
Equal role in Service ✓ ✓ ✓ ✓ ✓ ✓ ✓
G ood relations w ith  co-workers ✓ ✓ ✓ ✓ ✓ ✓
Friendly atmosphere ✓ ✓ ✓ ✓ ✓ ✓
M anagement style ✓ ✓ ✓ ✓
Pride in service ✓ ✓ ✓ ✓
E steem Trust of management ✓ ✓ ✓ ✓ ✓ ✓ ✓
Suggestions listened to ✓ ✓ ✓ ✓ ✓
Complaints systems ✓ ✓ ✓ ✓ ✓
Kept informed ✓ ✓ ✓ ✓ ✓ ✓
Management relations ✓ ✓ ✓ ✓ ✓ ✓ ✓
Satisfaction with control ✓ ✓ ✓ ✓
Part of team ✓ ✓ ✓ ✓
C ontact w ith  su pervisor ✓ ✓ ✓ ✓ ✓ ✓ ✓
C ontact w ith  su pervisor’s boss ✓ ✓ ✓ ✓ ✓ ✓ ✓
C ontact w ith  customers ✓ ✓ ✓ ✓ ✓ ✓
M anagement style ✓ ✓ ✓
Pride in service ✓ ✓ ✓
S elf- O pportu nities for m u lti­ ✓ ✓ ✓ ✓ ✓
actu alisation skilling
O pportu nities for tra in ing ✓ ✓ ✓ ✓ ✓
Job  variety ✓ ✓ ✓
✓ ✓ ✓ ✓ ✓
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A s  show n  in  the tab le, m a n y item s  w ere com m on  in  m ea su rin g the m otiva tiona l 
n eeds  o f a ll the an cilla ry sta ff.
Th ose rela tin g  to safety  a re considered  to reflect th e n eed  for consis tency, 
p red icta b ility and  sta b ility dem on s tra ted  b y the fin a n cia l m otiva tion s  o f the w ork  
role. Rate o f pay, job  secu rity, pens ion  and add itiona l in com e from  b onu s  schem es  
can  a ll b e in terp reted  as es ta b lish in g short and  lon ger term  sa fety in  w ork  and 
hom e life in  the W estern  w orld . M a n y other stu dies  o f M a s low 's  m od el o f 
m otiva tion  have u sed  s im ila r item s  to a ssess  sa fety m otiva tion , especia lly in  
rela tion  to job  secu rity. For exam p le, M itchell and  M ou dgill m ea su red  secu rity 
n eed s  w ith  "the amount o f predictability and order in one's position'' (1976, p. 339); 
Porter  m ea su red  these n eed s  in  m anagers  w ith  'the feeling o f security associated 
with my position' (1961, p. 3); and S hou ra  and S ingh  m ea su red  them  in  engin eers  
w ith  'Do you think you are secure in your job ?'  (1999, p . 47). A lth ou gh  these item s 
closely reflect those tha t have b een  fou nd in  the a n cilla ry sta ff, th eir va lid ity and 
relia b ility as m ea su res  o f s a fety is  qu estionab le s in ce th ey w ere developed  a priori. 
A  la rge p roportion  o f p reviou s  stu d ies  o f M as low 's  m od el have con trolled  the item s  
m ea su rin g n eed s  and  focu ssed  u pon  the rela tionsh ip  b etw een  these needs , ra th er 
than  exp lore the na tu re o f w orker’s m otiva tion  as has  b een  done here. S in ce no 
other s tu dy ha s  eva lu a ted  a ncilla ry s ta ffs  m otiva tion  u s in g M a s low 's  m odel, it is  
deem ed  necessa ry to ga ther em pirica l su pport for the need  cla s s ifica tion s  and  u se 
them  to assess  the p rocess  o f m otiva tion  (Resea rch  Q u estion  II). Th is  is  cons id ered  
to a llow  a  m ore rigorou s  and thorou gh  exa m ina tion  o f the m odel, b u t p reviou s  
a ssessm en ts  a re s till u sefu l for u n ders ta n d in g n eed  in terp reta tions .
P rom otiona l p rospects  w ere a lso fou nd  to b e a  sou rce o f s a fety m otiva tion  for the 
HE , ca tering, porterin g and  m a le s ta ff b u t on ly in  term s  o f n eed  sa tis fa ction . 
Perhaps  these w orkers  a re focu ss ing on the im m ed ia te s ta b ility a nd  secu rity tha t 
p rom otion  can  b ring, pa rticu la rly th rou gh  an in crea se in  pay, ra th er than  the 
person a l developm en t th a t su ch  opportu n ities  ind ica te. Th e item  w a s  p red icted  to 
m easu re the grow th  need  in  the w orkers  and  has b een  u sed  as su ch  in  the 
a forem en tioned  a priori in vestiga tions  o f the m odel. H ow ever b y loa d in g relia b ly 
w ith  other sa fety n eed  item s  on severa l occas ions , th is  w ou ld  in s tea d  su gges t th a t 
p rom otion  is  cons idered  a t a  m u ch  m ore b a s ic and  im m ed ia te level for the 
a n cilla ry s ta ff in  the in crea sed  s tab ility and  p red icta b ility th a t it ca n  b rin g to the
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w ork  role. Th e im portance o f p rom otion a l p rospects  ha s  b een  fou n d  to 
cha ra cterise the self- a ctu a lisa tion  n eed  im portance thou gh , b y loa d in g w ith  other 
d evelopm en t opportu n ities  su ch  as tra in ing and  job  va riety. Th is  cou ld  ind icate 
th a t the a n cilla ry s ta ff h a ve a sp ira tions  for grow th  as the n eed  is  im portan t, b u t 
th ere a re few  opportu n ities  in  th eir cu rren t en viron m en t for sa tis fa ction . Fu rther 
con s idera tion  o f th is  w ill b e given  w h en  the self- a ctu a lisa tion  n eed  is  covered  
b elow .
Th e m otiva tion  for sa fety specific to the w ork  role and  th e term s  and  cond ition s  o f 
em p loym en t w a s  con s is ten tly m ea su red  th rou gh ou t the in ves tiga tion s  b y trade 
u n ion  rela ted  item s . In s titu tion a l safety  is con s idered  to rela te to the collectivis t 
a pp roa ch  th a t these orga n isa tions  take tow a rds  es ta b lish in g cons is tency, 
p red icta b ility and  sa fety in  the orga n isa tiona l setting . O ther  m ea su res  o f th is  need  
for the ca tering, porterin g and  m a le m em b ers  o f the sam p le w ere a  good  pension  
schem e and  the nu m b er o f days  annu a l leave. Th ese item s  can  a lso b e rega rded  
as  p rovid in g stab ility, con s is ten cy and  p red icta b ility in  the short-  and  long-  term, 
b u t their  relia b ility as m easu res  o f sa fety th a t is  specific to the orga n isa tiona l 
settin g is  lessen ed  as th ey a re n ot w id ely shared . A lth ou gh  these m ea su res  can 
on ly b e fou nd  in  the w orkp lace th ey are cons id ered  to p roportion  sa fety to on e’s 
person a l life in  p red ictin g w h en  one ca n  spend  tim e a t hom e and  on e’s secu rity 
a fter the w ork in g  life. Th e in a dequ a cy o f these item s  as  m ea su res  o f in s titu tiona l 
s a fely in  a ll the sam ples  decrea ses  their relia b ility as tru e m ea su res  o f th is  
m otiva tion . Th is  is  in  con tra s t to the TU  item s  th a t h a ve con s is ten tly m easu red  
th is  n eed  in  a ll the sam ples, thu s  es ta b lish in g th em  and  the n eed  as app ropria te 
to an cilla ry s ta ffs  m otiva tion . It w a s  im porta n t to con s ider TU  rep resen ta tion  and 
rela tion s  in  the pu b lic sector a ncilla ry sta ff, b eca u se th ey h a ve p la yed  a  s ign ifican t 
role in  their p os ition s  in  recen t tim es w ith  the trend  for m ergers , C om pu lsory 
C om petitive Ten d erin g and  the Priva te F inance In itia tive. A ll o f these G overnm ent-  
d riven  policies  have th rea tened  the s tab ility and  p red icta b ility o f th eir w ork  roles, 
so an cilla ry s ta ff jo in  TU s  to a ssert collective p ow er in  m a in ta in in g a nd  im provin g 
the term s  and  cond ition s  o f em ploym ent. H ad su ch  qu es tion in g n ot b een  inclu ded  
in  th e cu rren t in vestiga tion  o f pu b lic sector a n cilla ry sta ff, th e resea rch  va lid ity 
w ou ld  have b een  com prom ised . N o other investiga tion  o f M as low 's  th eory in  the 
w orkp la ce has fou nd  th is  need, b u t none have in clu ded  qu es tion s  rela tin g to TU  
m em b ersh ip  perh a ps  b ecau se they a re less  releva n t to oth er types  o f w orkers .
Th is  then  qu estion s  the gen era lisab ility o f th is  n eed  to oth er w orkers  th a t are not 
p a rt o f su ch  a  la rge and  fra gm ented  w orkforce in  su ch  a  d yn a m ic and
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govern m en t-d riven  sector, and pa rticu la rly w h eth er th is  fin d in g w ou ld  w a rra n t 
m od ifyin g M a s low 's  m odel. Th e need  has  s till p roved  to b e a  relia b le sou rce o f 
m otiva tion  for the a n cilla ry s ta ff and  one th a t ha s  n ot p reviou s ly b een  su pported  
em pirica lly, so th is  rem a ins  an excitin g and  u sefu l fin d in g th a t w ill b e fed  b a ck  to 
th e FM  m a n a gers  sponsoring  th is  resea rch .
Reliab le m ea su res  o f w h a t is  cons idered  to be love and belongingness  m otiva tion  
w ere item s  rega rd in g rela tions  w ith  co-w orkers  and  colleagu es . Th e opportu n ity 
for love, ca rin g a nd  a ffectiona te rela tionsh ips  and  th e sense o f b elon gin g  to a  
grou p  or team  w ere repea ted  sou rces  o f love and  b elon gin gn ess  m otiva tion  for 
these sta ff, and  are considered  to fit M as low 's  descrip tion s  o f the need . Fu rth er 
m ea su res  o f th is  m otiva tion  in  the s ta ff a ccord in g to th eir gen ders  and  for ca terin g 
s ta ff w ere the im portance o f a  good  m a n a gem en t s tyle and  the p ride th a t th ey take 
in  their service (the la tter w a s  a lso fou nd  for the N H S  sam p le). A lth ou gh  these 
item s  con s ider rela tions  w ith  others  (specifica lly w ith  on e’s m a n a gers  and  on e’s 
view  o f on eself a longs ide others ) th ey a re n ot sha red  b y a ll the sam p les  and  so 
their relia b ility as tru e m easu res  o f th is  n eed  to a n cilla ry s ta ff is  lim ited . Th is  
con tra s ts  w ith  those a dd ress in g s ta ffs  rela tions  w ith  m ore im m ed ia te collea gu es  
th a t ha ve b een  fou nd  to con s is ten tly m ea su re love and  b elon gin gn ess  in  a ll 
ana lyses .
Previou s  a pp lica tions  o f M as low 's  m odel have in clu ded  item s  rela tin g to co ­
w orkers  to m ea su re love and b elongingness  or a  'socia l' n eed . Th os e s tu d ies  th a t 
have exp lored  the n a tu re o f these item s  and  the sou rce o f m otiva tion  th a t th ey 
a ppea l h a ve ins tea d  fou nd  them  to load  w ith  es teem  n eed  item s  ra th er th a n  b ein g 
a  d is tin ct sou rce o f m otiva tion  in  th em selves  and  so h a ve in s tea d  b een  la b elled  
'p restige and fu lfilm en t' (Rob erts  etal, 1971) or 'rela tedness ' (A lderfer, 1967 ). 
A lth ou gh  a  s im ila r s ta tis tica l approach  w a s  em p loyed  for b oth  these s tu d ies  and 
the cu rren t inves tiga tion , the su pport for M a s low 's  love and b elon gin gn ess  need s  
is  n ot shared. It m a y b e tha t the d ifferences  fou nd  are the resu lt o f th e cu ltu re, 
gen der or the na tu re o f w orker b ein g cons idered  in  each  o f the stu d ies. A lth ou gh  
M a s low  su ggested  th a t h is  m odel o f m otiva tion  is  u n iversa l it cou ld  still b e 
a ffected  b y socia l and  cu ltu ra l a ttrib u tes  th a t in flu ence the opportu n ities  for 
m otiva tion  th a t a re created. Perhaps  there is  m ore freedom  in  a  low  level an cilla ry 
role to develop  a ffectiona te rela tions  w ith  co-w orkers , a  sense o f b elon gin g and 
b ein g a ffilia ted  w ith  others  th rou gh  team  w orking, sha red  b rea ks  as w ell as  a
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grea ter a ccep ta nce o f doin g so, than  there is  in  m a n a geria l and  p rofess iona l 
pos ition s  in  U S  m a n u fa ctu rin g firm s. As  one m oves  u p  the organ isa tion , ta k in g on 
m ore respon s ib ility and a  m ore p rofess iona l role, th ere m a y a lso b e les s  tim e and  
opportu n ity for these rela tionsh ips  to b e developed  and  perh a ps  a lso less  
des irab ility. Th e need  therefore w ou ld  exis t in  a ll b u t is  n ot an im m ed ia te sou rce 
o f m otiva tion  for all. If th is  is  tru e then  th is  qu estions  the gen era lisa b ility o f the 
fin d in gs  o f p reviou s  stu dies  o f m otiva tion  in  m ore p rofess ion a l s ta ff th a t have 
conclu ded  th a t these needs  a re n ot a ppropria te sou rces  o f m otiva tion  p er se.
It w a s  a lso th ou gh t th a t the d iscovery o f love and  b elon gin gn ess  needs  in  the 
an cilla ry s ta ff and  its  ab sence in  p reviou s  em pirica l s tu d ies  m a y h ave b een  the 
resu lt o f the gen der o f the w orkers . S ince the m a jority o f the a n cilla ry s ta ff sam p le 
a re fem a le (74% ) and  there is  a  grea ter likelihood  th a t the m a n a gers  and  
p rofess iona ls  in clu ded  in  p reviou s  stu dies  (Rob erts  et al, 1971 and  A lderfer, 1967) 
a re ma le, the d ifference cou ld  be du e to gender . It w a s  th ou gh t th a t fem a le s ta ff 
m a y have a  grea ter need  for a ffilia tion , a ffection , frien d sh ip  and  a  sense of 
b elon gin g in  their  w ork  role than  their  m a le cou n terpa rt, h ow ever the resu lts  show  
th a t a ll item s  are in  fa ct sha red  b y the a n cilla ry sta ff. Th ere is  th erefore no gender 
d ifference in  the relevance o f the needs  fou nd in  th is  in ves tiga tion , b u t su pport for 
the u n iversa l n a tu re o f love and b elon gin gn ess  in  the a n cilla ry staff.
Esteem  w a s  con s is ten tly m easu red  th rou gh  rela tion sh ip s  w ith  those in  the w id er 
organ isa tion , pa rticu la rly su pervisors , m a nagers  and  cu stom ers . Rela tions  w ith  
those th a t can  in flu ence the w ork  role are cons id ered  to m otiva te s ta ff in  the 
need s  for ach ievem en t, recogn ition , in dependence and  apprecia tion  w h ich  fits  
M as low 's  descrip tion  o f the need. Th is  m otiva tion  is  a lso relia b ly reflected  b y the 
orga n isa tiona l sys tem s  for p rob lem  solvin g and  su ggestions  th a t are con s idered  to 
p rovide the scope for w id er recogn ition , a pp recia tion  a n d  resp ect from  a ll s ta ff 
in clu d in g other  m anagers . Previou s  a priori exa m in a tion s  o f M a s low 's  m odel have 
a lso in clu ded  m ea su res  o f es teem  rela tin g to the w id er orga n isa tion  su ch  as ‘the 
regard received from  others within the organisation'(Porter, 1961, p. 3 and  those 
th a t app lied  the N SQ ) w h ich  helps  to va lida te the in flu en ce th a t the orga n isa tion  
has  on the ind ividu a l. H ow ever w h en  Rob erts  et al (1971) exp lored  the type o f 
m otiva tion  th a t the item  a ctu a lly appea led  b y ru n n in g a  fa ctor ana lys is  on  the 
m a n a ger’s respon ses  to the N SQ , th ey fou nd  th em  to load  w ith  other item s  
in clu ded  to m ea su re socia l n eeds, au ton om y and  self- a ctu a lisa tion . Th e s tron g
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su pport show n  for the n eed  in  th is  resea rch  con tra d icts  the fin d in gs  o f oth ers  and 
th eir conclu s ion  th a t the need  is  irrelevan t. Th is  cou ld  aga in  b e du e to the 
d ifference in  the n a tu re o f the sam p les  and  pa rticu la rly w ith  rega rd  to the pos ition  
th a t th ey occu py in  the organ isa tion . A n cilla ry s ta ff w ill b e u n d er a  grea ter degree 
o f su pervis ion  than  the p rofess ion a l and  m an a geria l s ta ff inclu ded  in  p reviou s  
resea rch , and so are likely to have a  m ore form a l and  regu la r rela tion sh ip  w ith  
th eir su periors . B ecau se o f th is  form a lity and  to som e exten t con trol, con ta ct w ith  
su periors  w ill p rovide the chance for the skills  and  a b ilities  o f the a n cilla ry s ta ff to 
b e recogn ised  and  apprecia ted , w h ich  a ccu ra tely reflects  M a s low 's  es teem  need. 
Th e d ifference cou ld  a lso b e b ecau se p reviou s  in ves tiga tion s  ha ve fa iled  to 
opera tiona lise the n eed  a ppropria tely for their  sam ple. In  th eir  exp lora tion ,
Rob erts  et al (1971) fou nd  little su pport for the es teem  need  in  m a n a gers  or the 
extens ion  o f th is  n eed  th a t Porter (1961) deem ed  n ecessa ry (au tonom y) in  h is  
N S Q . Payne (1970) a lso exp lored  the rela tionsh ip  b etw een  es ta b lish ed  m ea su res  o f 
extravers ion  and aspects  o f w ork  b eh a viou r u s in g  the N S Q , and  fou nd 
in con s is tencies  b etw een  item s  th a t w ere m ea n t to b e m ea su rin g the sa m e needs.
It is  poss ib le therefore th a t the item s  u sed  here to m ea su re es teem  in a n cilla ry 
s ta ff are m ore a ccu ra te and  u n iversa l gau ges  o f th is  sou rce o f m otiva tion  th a n  has 
p reviou s ly b een  iden tified .
M otiva tion  to b e pa rt o f team  a lso m easu red  s ta ffs  esteem , a lth ou gh  th is  w a s  
p red icted  to a scerta in  their need  for love and b elon gin gn ess  in  the scope for ca rin g 
and  a ffectiona te rela tions, and pa rticu la rly a  sense o f b elongin g . H ow ever team  
m em b ersh ip  for the N H S, HE , dom estic and fem a le s ta ff relia b ly loa ded  w ith  other 
item s  cons idered  to b e es teem  need  m easu res  and  m u s t in s tea d  crea te 
opportu n ities  for recogn ition , a tten tion , pres tige and  feelin gs  o f self-w orth . Th is  
m a y b e determ ined  b y gender as team  m em b ersh ip  for the fem a le sa m p le and 
fem a le-dom in a ted  w ork  role (dom estic) loaded  w ith  oth er es teem  needs , a lthou gh  
th e t- tes ts  fou nd no s ign ifican t d ifference b etw een  the im porta n ce a ss ign ed  b y  the 
m a le and  fem a le staff. A ld erfer a rgu ed  for the m erger o f the love and  
b elongin gness  and esteem  need  in to one ‘Rela tedn ess ’ n eed  th a t
“concerns the desires people have fo r relationships w ith significant 
others that can be characterised by a mutual sharing o f thoughts and 
feelings” (1972, p. 490).
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and  cou ld  su ggest w h y team  rela tions  loa ded  w ith  esteem  needs. H ow ever he does  
not exp la in  the psych ologica l needs  and con cep t b eh in d  th is  des ire for 
rela tion sh ips  w ith  s ign ifica n t others  or w h y th ey sha re th ou gh ts  and  feelings . 
Rela tionsh ips  w ith  others  can  b e o f a  very d ifferen t natu re, in flu en ced  b y m a n y 
fa ctors  su ch  as their h is tory and form a lity, so it is  con s idered  too s im p lis tic to 
grou p th em  a ll togeth er u n d er one 'Rela tedness ' ca tegory. M a s low  is  con s idered  to 
p rovide a  fu ll exp lana tion  and d is tinction  b etw een  the n eed  for love and 
a ffectiona te rela tionsh ip  and those th a t p rovide the opportu n ity for respect, 
app recia tion  and  recogn ition , and  m ore closely m a tch  those need s  iden tified  in  
th is  in ves tiga tion  than  the com b ined  need  p roposed  b y Alderfer .
Se lf-actualis ation  is  cons idered  to have b een  fou n d  to be an  im p orta n t sou rce o f 
m otiva tion  to severa l o f the sam p les . O pportu n ities  for tra in in g, m u lti-skillin g, job  
va riety and  p rom otion  are cons idered  to m ea su re the m otiva tion  to develop  on eself 
and  grow  in  the w ork  role for the N H S, catering, porterin g, m a le and  fem a le 
sam p les. It m a y b e the case th a t su ch  opportu n ities  a re n ot as  w id ely a va ila b le for 
th e H E  and dom estic s ta ff and  those th a t are, a re n ot in terp reted  as  grow th  and 
developm en t chances . S om e s ta ff w ere m otiva ted  b y the m os t b a s ic need  in  the 
w orkp la ce w ith  these item s  in  need  sa tis faction , w h ere p rom otion a l p rospects  co ­
va ried  w ith  other m ea su res  o f financia l secu rity and  cou ld  b e exp la in ed  b y the 
extra  m on eta ry s tab ility th a t a  h igh er p os ition  b r in gs  to the w orker in  the 
w orkp la ce and  persona l life. H ow ever th is  resu lt m a y a lso b e exp la in ed  b y the 
in effective opera tiona lisa tion  o f the need  in  th e need  sa tis fa ction  qu estion in g. 
A lth ou gh  qu estions  ab ou t tra in in g opportu n ities  and  m u lti- sk illin g w ere in clu ded  
in  the qu estionna ire to m easu re need  sa tis fa ction , th ey cou ld  n ot b e u tilis ed  as 
th ey w ere open -ended  qu estions  in clu ded  u ltim a tely to m eet the requ irem en ts  o f 
the resea rch  sponsors  in  a ssess in g s ta ffs  aw a reness  o f the opportu n ities  ava ila b le 
to them . Th e firs t qu estion  a sked  s ta ff to lis t the tra in in g opportu n ities  ava ila b le to 
th em  and a  second  follow -on  qu estion  a sked  for th eir sa tis fa ction  w ith  th ese 
opportu n ities . Th is  in form ation  w a s  fed  b a ck  to the FM  m a na gers , b u t it w a s  n ot 
poss ib le to in clu de their responses  in  th is  w id er in ves tiga tion  o f M a s low 's  m odel 
b eca u se it w a s  a  follow -on  qu estion  th a t som e s ta ff skip ped  if th ey did n ot kn ow  o f 
a n y tra in in g opportu n ities . Fu rther qu estions  on tra in in g and  m u lti- sk illin g w ere 
n ot in clu ded  as it w a s  th ou gh t tha t responden ts  m a y feel it w a s  focu ssed  on th a t 
ra th er than  a ll a spects  o f their job  sa tis faction , as w ell as  to con ta in  th e length  o f 
the qu estionna ire. It m a y b e the case therefore th a t a n cilla ry s ta ff do h a ve a
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cu rren t level o f n eed  sa tis fa ction  w ith  self- a ctu a lisa tion  b u t th is  cou ld  n ot b e 
detected  b y the qu estions  cons idered  a ppropria te for th is  ana lys is .
It w a s  poss ib le to in clu de a  nu m b er o f qu estions  a b ou t the im porta n ce of 
developm en ta l opportu n ities , and these item s  h a ve loa ded  togeth er on  a  d is tin ct 
fa ctor in  severa l ana lyses . Th is  is  considered  to len d  su pport for the relevance o f 
self- a ctu a lisa tion  m otiva tion  to th e a ncilla ry sta ff, and  the va lid ity o f th e need  can  
b e con firm ed  b y p reviou s  tests  th a t have u sed  m ea su res  o f d evelopm en t to a ssess  
th is  need. For exam p le H a ll and  N ou ga im ’s “desire to become competent, skilful, 
and effective in areas w hich are important to the individual and w hich are job -  
related, w ithin broad limits* (1968, p. 18); F ried la n d er’s ‘I  was getting training and 
experience on the job  that were helping my grow th’ (1963, p . 248); and Porter’s ‘the 
opportunity fo r personal grow th and development’ (1961, p.3). A ll a ssess  w orker’s 
des ire to develop  and  grow  b oth  p erson a lly and  in  th eir w ork  role.
O n ly the im portance o f these opportu n ities  for d evelopm en t w ere m ea su red  in  the 
need  (w h ich  w a s  a lso the case for Rob erts  et al, 1971 in  th eir s tu dy o f m anagers ) 
and  cou ld  be given  a  nu m b er o f exp lana tions . It m a y b e th a t the m otiva tion  for 
grow th  and developm en t w a s  opera tiona lised  m ore effectively in  n eed  im portance 
than  it w a s  in  need  sa tis faction . Th e resu lts  m a y a lso su gges t th a t self-  
a ctu a lisa tion  is  n ot cu rren tly sa tis fied  b u t a re s tron g sou rces  o f m otiva tion  
b ecau se o f their im portance. Accord in g to M a s low 's  th eory h ow ever, th is  n eed  is 
n ever com p letely sa tis fied  as it does  n ot h a ve a  s ta tic end, so it w ill u ltim a tely 
a lw ays  b e im porta n t and thu s  m otiva ting . Th e rela tion sh ip  b etw een  th is  n eed  and  
others  w ill b e given  fu rth er cons idera tion  in  Resea rch  Q u estion  II, h ow ever the 
con s is ten cy in  m ea su rin g the grow th  n eed s ’ im porta n ce across  five o f the seven  
sam p les  im p roves  its  relia b ility and thu s  su pport for Resea rch  Q u estion  I.
O thers  th a t have exp lored  the na tu re o f m otiva tion  ha ve a lso iden tified  th is  need  
in  w orkers  or one s im ila r. Rob erts  et al (1971) fou n d  self- a ctu a lisa tion  m easu res  
to loa d  togeth er on ly in  need  im portance (as show n  here) for  m anagers , b u t chose 
to la b el the need  ‘G row th  and  Ad va n cem en t’ ra th er than  M a s low 's  lab el. A ld erfer 
(1967) fou nd  item s  rela tin g  to lea rn ing skills  and  ab ilities  loa ded  togeth er in  his  
sam p le, b u t aga in  d id  n ot s ta y w ith  the self- a ctu a lisa tion  la b el th a t M a s low  u sed , 
in s tea d  u s in g  the ‘G row th ’ lab el. A lderfer describ ed  h is  ca tegory o f grow th  need s  
as  in clu d in g
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"the desires o f a person to have creative and productive effects upon 
himself and upon his environment Satisfaction o f grow th needs occurs 
when a person engages problems w hich call upon him to utilise his 
capacities fully  and to develop new capabilities”
(as  cited  in  1972, p. 490).
Th is  cla s s ifica tion  m a y b e m ore a ppropria te to the item s  th a t h a ve loa ded  for the 
an cilla ry s ta ff th an  th a t describ ed  b y M as low . H e describ ed  self- a ctu a lisa tion  as 
referrin g  to
"the desire fo r self-fulfilment, namely, to the tendency fo r him to 
become actualised in what he is potentially ...to become everything 
that one is capable o f becoming” (M aslow , 1943, p 382).
Th is  focu ses  m ore u pon  ach ievem en t, fu lfilm en t and  u ltim a te a ccom p lish m en t 
and  is  a t su ch  a  h igh  level tha t n ot everyone is  ab le to ach ieve or b e m otiva ted  b y 
the need. S elf- a ctu a lised  ind ividu a ls  are a lso m ore rea lis tica lly orien ted , 
spon taneou s , have in tim a te rela tionsh ips  w ith  a  few  p eop le ra th er than  su perficia l 
rela tionsh ips  w ith  m any, hold  dem ocra tic va lu es  and  ca re m ore a b ou t th e 
p rob lem s  th ey w ere w ork in g on than  them selves  (G leitm an , p. 735).
It is d ifficu lt to a pp ly these descrip tions  o f the n eed  to the item s  th a t h ave loaded  
togeth er for the a ncilla ry sta ff, and  ha rd  to assess  w ith in  the scope o f th is  
resea rch  w h eth er these s ta ff have the ch a ra cteris tics  o f a  self- a ctu a lised  person . It 
is  cons idered  u n likely tha t h a vin g good  opportu n ities  for tra in ing, m u lti-skilling, 
p rom otion  and  job  va riety w ill m eet s ta ffs  des ire for s elf- fu lfilm en t or a llow  th em  
to b ecom e a ll th ey can becom e. Rem em b ering  th a t M a s low 's  m odel o f m otiva tion  
w a s  one for life as a  w hole, it is  cons idered  m ore likely th a t tru e fu lfilm en t w ou ld  
com e from  ou ts ide the w ork  role for the an cilla ry s ta ff in  th eir role as  m oth er, 
fa ther, w ife, loca l represen ta tive.
A ld erfer ’s descrip tion  o f grow th  needs  h ow ever is  con s idered  to correspon d  m u ch  
closer to those item s  tha t have loaded . Tra in in g and  d evelop m en t opportu n ities  
a llow  the in d ividu a l to ca ll u pon  exis tin g a b ilities  and  crea te n ew  ones, as  does  job
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va riety; and  p rom otion  a llow s  the person  to have p rodu ctive effects  u pon  
th em selves  and  th eir environm en t. Th ere is  m ore su pport therefore for a  ‘grow th ’ 
la b el th a n  self- a ctu a lisa tion . N evertheless  the n a tu re o f the need s  a re rela ted , w ith  
b oth  referrin g  to rea lis in g on e’s poten tia ls  th rou gh  d evelopm en t so it is  cons idered  
in va lid  to reject M as low 's  self- a ctu a lisa tion  need  b a sed  on  th is  in ves tiga tion  pu rely 
in to w ork  m otiva tion . The au thor ha s grea ter sym pa th y h ow ever w ith  th e term  
‘G row th ’ to describ e th is  need  in  the a n cilla ry s ta ff over th a t given  b y M aslow .
N o n eed  em erged  in  the resea rch  tha t w a s  close to M as low 's  descrip tion  o f the 
m os t p rim itive sou rce o f m otiva tion . Th e item s  p red icted  to m ea su re 
phy s iologica l needs  w ere cons idered  to reflect the cu ltu ra l con text o f the 
w orkp la ce and  the na tu re o f the society, to ensu re th eir va lid ity. Th e m otiva tion  
for on e’s p erson a l su rviva l in  W es tern  society w ith in  the w ork  role is  to secu re 
fin a n cia l rew a rd  th a t can  be u sed  to b u y food  and  shelter. S u rviva l in  the phys ica l 
sense is  no lon ger app licab le in  ou r society w h ere the S ta te gu a ra n tees  shelter 
and  fu n d in g for food  and cloth in g for a ll. So w h en  one occu p ies  a  w ork  role the 
m os t prim itive need  w ou ld  be to ga in  m ore fin a n cia l rew a rd  to p rovide a  b etter 
standa rd  o f su rviva l. Th e financia l item s  in  the resea rch  h ow ever loa ded  w ith  
other item s  m ore specifica lly des igned  to m ea su re s ta ffs  s a fety needs , and  
su ggests  th a t p h ys iologica l needs  a re n ot a  d is tin ct and  id en tifia b le sou rce o f 
m otiva tion .
N evertheless  it m u s t b e rem em b ered  th a t m otiva tion  in  life as a  w h ole w as  
encom pa ssed  in  th is  m odel, and th is  resu lt cou ld  a ga in  b e b eca u se su ch  b a s ic 
d rives  for food, shelter and  th irs t a re n ot m et in  the w orkp la ce. A ltern a tively it 
m a y b e th a t the n eed  w a s  n ot opera tiona lised  effectively in  the qu estionna ire. 
Alth ou gh  a ll va lid ity and  relia b ility checks  w ere in corpora ted  w ith in  the con text o f 
the resea rch , perh a ps  p a y is  n ot a  su fficien tly p rim itive sou rce o f m otiva tion  to 
m ea su re these needs . Phys iologica l needs  m a y th erefore b e a  sou rce o f m otiva tion  
for the a n cilla ry w orkers , b u t w a s  ju s t n ot m easu red .
O thers  have qu estioned  the relia b ility o f th is  need  in  M a s low 's  m odel. Porter 
(1961) assu m ed, on  an a  priori b asis , th a t the n eed  w ou ld  b e so a dequ a tely 
sa tis fied  in  h is  sam p le o f b ottom -  and m idd le-  m a n a gers  th a t a n y qu es tion in g 
w ou ld  appea r irreleva n t and  u n n ecessa ry and so w a s  n ot inclu ded  (p. 3). W illia m s  
and  Page (1989) on ly m ea su red  the sa fety, b elon gin g and  es teem  sou rces  o f 
m otiva tion  in  the developm en t o f the M as low ian  A s ses sm en t S u rvey a s th ey
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cons idered  th a t a ll other needs  w ou ld  b e a  less  likely sou rce o f m otiva tion  for the 
psych ology u n dergra du a te sam p le (p. 195). S im ila rly H a ll and  N ou ga im ’s (1968) 
lon gitu d in a l s tu dy o f the ca reers  o f m a n a gers  neglected  ph ys iologica l need s  as 
th ey w ere con s idered  inappropria te (pp . 12-35). E ven  th ou gh  th e p resen t 
in ves tiga tion  is  con s iderin g  those m u ch  low er dow n  th e orga n isa tion a l s tru ctu re 
th a n  th e m a n a gers  and  p rofess iona ls  p reviou s ly s tu died , a ll a n a lyses  w ou ld  
su gges t th a t ph ys iologica l needs  are n ot a  d is tin ct and  sepa ra te sou rce o f 
m otiva tion .
It m a y b e m ore app ropria te therefore to u se A lderfer 's  re- cla s s ifica tion  o f the 
low es t n eeds  th a t com b ined  ph ys iologica l and  sa fety m otiva tion . H e describ ed  the 
E xis tence n eed  as inclu d ing:
uall the various physiological and material desires; fo r example, the 
classic drives o f hunger and thirst as w ell as other material needs like 
w ork-related pay, fringe benefits, and physical safety .” (1973, p. 490).
A lth ou gh  th e m otiva tion  for h u nger and th irs t w ere n ot m ea su red  in  th is  resea rch , 
a ll th e m a teria l w ork- rela ted  item s  have loaded  togeth er on  one n eed  and  is 
cons id ered  to su pport A ld erfer ’s cla ss ifica tion  to som e extent. H ow ever the item s  
th a t h ave loa ded  together are a lso close to the m ore ‘p sych ologica l’ exp la n a tion  
given  b y M as low , in  the stab ility, p red icta b ility a nd  con s is ten cy th a t pay, job  
secu rity, annu a l leave and  a  pens ion  schem e provides . Th e a u th or ha s  grea ter 
sym pa th y w ith  th is  exp la na tion  for an in ves tiga tion  in to m otiva tion  than  m erely 
describ in g the m a teria l item s  it incorpora tes . B eca u se the item s  th a t h a ve loaded  
are cons id ered  to b e so close to the descrip tion  o f s a fety n eed s  and  the n a tu re o f 
m otiva tion  th a t th ey develop  it is  m ore app ropria te to su pport M a s low 's  sa fety 
n eed  and  th e ab sence o f a  ph ys iologica l need  than  to su pport A lderfer 's  com b in ed  
E x is tence need. S a fety m otiva tion  is therefore the low es t sou rce o f m otiva tion  for 
the an cilla ry s ta ff in  the w ork  role.
R esearch Quest ion I Conclusion
S u pport h a s  b een  show n  th rou ghou t the in ves tiga tion s  for Resea rch  Q u estion  I for 
the a ppropria teness  o f severa l o f M as low 's  cla ss ifica tion s  o f hu m a n  m otiva tion .
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Sa fety, love and  b elongingness , es teem  and  self- a ctu a lisa tion/  grow th  have b een  
fou nd  to b e releva n t to the an cilla ry s ta ffs  w ork  m otiva tion . S tronger su pport w a s  
show n  for the being needs  as th ey w ere con s is ten tly u n covered  in  need  
sa tis fa ction  and  n eed  im portance w h ich  im p lies  th a t the n eed s  are sa tis fied  to 
som e exten t b u t a lso m otiva tin g th rou gh  th eir im portance. Th e grow th need  
how ever w a s  on ly fou nd  to b e im porta n t to the a n cilla ry s ta ff and  n ot cu rren tly 
sa tis fied, w h ich  su ggests , in  term s  o f M as low 's  m odel, th a t it is  m otiva tin g  b u t 
perha ps  u n a tta in a b le. M ayb e s ta ff are m otiva ted  to develop  th em selves  th rou gh  
tra in in g and  m u lti- sk illin g  to a ch ieve.p rom otion  b u t th ey h a ve n ot sa tis fied  th is  as 
yet. It cou ld  b e th a t th ey are cu rren tly in the p rocess  o f develop in g  th em selves  or 
these grow th  opportu n ities  a re n ot ava ila b le to them , w h ich  w ill requ ire a tten tion  
if th ey con tinu e to b e im porta n t in  their w ork  m otiva tion . A ltern a tively the 
en viron m en t m a y n ot have b een  crea ted  b y the su pervisors  and  m a n a gers  for 
these opportu n ities  to exis t w id ely and su b sequ en tly for them  to b e in terp reted  as 
opportu n ities  for grow th  and  developm en t b y the a n cilla ry sta ff. It cou ld  still b e 
the case th a t the need  w a s  n ot opera tiona lised  a ccu ra tely in the n eed  sa tis fa ction  
qu estions , and  the find ings  a re the resu lt o f the qu estionna ire.
Th e resu lts  therefore do n ot com p letely fit M as low 's  m otiva tion a l n eed s  thou gh  
and  so som e can  b e considered  inappropria te to the m otiva tion  o f an cilla ry s ta ff in  
the pu b lic sector w orkp lace. Phys iologica l needs  con s is ten tly fa iled  to em erge in  
the w ork  m otiva tion  o f the sta ff, so their relevance to a  m odel o f m otiva tion  is 
qu estionab le. Th e an cilla ry s ta ff w ere n ot fou nd  to b e m otiva ted  to fu lfil b a s ic b ody 
requ irem en ts  su ch  as s leep, food, w a ter and  sh elter in  their  w ork  role, as  th ey are 
p resu m a b ly so rea d ily ava ilab le tha t th ey w ill n ot d rive b eh a viou r a t w ork. Th e 
m os t p rim itive form  o f m otiva tion  therefore w a s  to secu re food  and  sh elter th rou gh  
fin a ncia l m ea ns  su ch  as ra te o f p a y and  job  secu rity, w h ich  is  con s idered  to 
con form  m ore w ith  the p sychologica l exp la n a tion s  offered  for s a fety m otiva tion  
than  the d rive b eh a viou r o f phys iologica l needs. Th e low es t form  o f m otiva tion  in  
M as low 's  m odel w ill b e in d irectly m et b y w ork  in  the fin a n ces  it secu res  b u t 
cannot b e cons idered  a  d irect sou rce o f m otiva tion  a t w ork  and  so shou ld  be 
exclu ded  from  a  m odel o f w ork  m otiva tion . A lth ou gh  M a s low 's  th eory w a s  one o f 
a ll a spects  o f life he did  encou rage its  tra ns ferra l to th e w orkp la ce settin g 
(Euspychian Management, 1965) b u t th is  p rim a rily focu s sed  on  p rovid in g the 
en viron m en t and d irection  for the w orker’s m otiva tion a l h iera rch y to b e ach ieved  
ra th er than  specifying h ow  each  need  can  be ach ieved . H is  a pp lica tion  o f the 
th eoiy to the w orkp la ce thou gh  does  su ggest th a t the h iera rch y is  a pp ropria te to
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m otiva tion  in  th a t setting, and so the fa ilu re to find  the low es t n eed  in  the 
h iera rch y is  d isproving . Fu rth er em pirica l resea rch  in  other settin gs  and  w ith  
other sam p les  is  encou ra ged  to estab lish  the inapp rop ria ten ess  o f the 
p h ys iologica l n eed s  to m otiva tion , b u t for the cu rren t in ves tiga tion  th is  h o ld s  tru e.
A  fu rth er devia tion  from  M as low 's  th eory o f hu m a n  m otiva tion  is  the d iscovery o f a  
n ew  need . In s titu tion a l sa fety m otiva ted  the an cilla ry s ta ff to a tta in  s tab ility, 
p red icta b ility a nd  con s is ten cy in  their term s  and  cond ition s  o f em p loym en t 
th rou gh  the collective approach  o f trade u n ion s . Th is  need  w a s  fou nd  to be 
appropria te to a ll s ta ff and  so encou rages  the a dd ition  o f the n eed  to th e 
m otiva tion a l h iera rchy. Th is  is  ob viou s ly a  w orkp la ce specific need  w h ich  m a y 
exp la in  w h y it w a s  n ot cons idered  in  M as low 's  origin a l m odel (1943), h ow ever th is  
w a s  n ot a da pted  w h en  app lica tion  w a s  la ter  m a de to the orga n isa tion a l settin g 
(1965) or b y other resea rchers  (e.g. Porter, 1961; Fried la nder, 1963; S h ou ra  and 
S ingh , 1999). Th is  is  p a rticu la rly va lid  to pu b lic sector w orkers  s ince their  
orga n isa tion  and  sector are so fra gm en ted  and po litica lly-d riven , b u t fu rth er 
resea rch  is  needed  to estab lish  the va lid ity o f th is  n eed  to w orkers  ou ts ide the 
pu b lic sector and  ou ts ide the a ncilla ry w ork  role. In s titu tion a l sa fety has 
n everth eless  p roved  to b e a  m os t a ppropria te sou rce o f m otiva tion  for  th e an cilla ry 
sta ff.
A  nu m b er o f item s  have a lso b een  iden tified  in  th is  resea rch  th a t h a ve relia b ly 
m ea su red  n eed s  in  the a ncilla ry staff, w h ich  is  con s idered  to m a ke an  im p orta n t 
con trib u tion  to the p ra ctica l field . M anagers  and su pervisors  respon s ib le for these 
s ta ff w ill n ow  b e ab le to have a  clea rer u n d ers ta n d in g o f the n a tu re o f w ork er ’s 
m otiva tion  and  the com p lexity o f the need  to w h ich  th e item  appea ls . Th is  
in form a tion  has  b een  fed  b ack to those in  the field  for app lica tion  (Appen d ix 1).
Th e resea rch  has  show n  su pport for a  la rge p roportion  o f the cla ss ifica tion s  
ass igned  b y M a s low  to m otiva tion  and rep resen ts  th eir app rop ria ten ess  to tod a y’s 
w orkers  n ea rly s ixty yea rs  on. Th e resea rch  w ill n ow  tu rn  to con s ider the second  
a spect o f M as low 's  th eory and Resea rch  Q u estion  II o f the resea rch . Th is  w ill look  
a t the dynam ic rela tion sh ip  b etw een  the needs  fou n d  to form  m otiva tion  th a t 
M a s low  p rescrib ed  in  h is  theory.
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R e se arc h  Que st io n  I I
Th is  ch a p ter cons iders  the second  resea rch  qu estion  rela tin g to the p rocess  o f 
m otiva tion . It looks  a t the appropria teness  o f the action  iden tified  b y M as low  
lin kin g  the n eed s  to exp la in  w h a t energis es  h u m an  b ehaviou r, h ow  su ch  
b eh a viou r is channelled  or d irected  and w h a t fa ctors  in flu en ce ch oice o f 
b ehaviou r. Th e p rocess  o f m otiva tion  w ill b e con s idered  u s in g  th e n eed s  iden tified  
in  Resea rch  Q u estion  I for each  sam p le em p loyed  i.e. N H S , H E , dom estics , 
ca terin g and porterin g sta ff, m a les  and fem a les . A s  show n  in  the Resea rch  
Q u estion  I in ves tiga tions , m u ltip le and  va ried  ana lyses  o f the d a ta  u s in g va riou s  
cla s s ifica toiy fea tu res  o f the sam p les  perm it relia b ility tes tin g o f the find in gs . Th is  
p rocedu re w ill b e repea ted  for Resea rch  Q u estion  II, w h ere con s is ten cy b etw een  
the fin d ings  w ill add  con fidence to the conclu s ions  th a t can  b e made.
Th e fou nda tion s  for the dynam ic na tu re o f m otiva tion  a ccord in g to M a s low  are the 
concep ts  o f depriva tion  and  gra tifica tion . B y lin kin g m otiva tion  to b eh a viou r 
th rou gh  these concep ts , it p rovides  a  m eans  th rou gh  w h ich  n eed s  ca n  be 
d em on s tra ted  and  their appropria teness  m easu red . Th e n otion  o f a  h iera rch ica l 
s tru ctu re lin kin g the five types  o f needs  w a s  a lso in trodu ced  w ith  these concep ts , 
w h ich  is  s tru ctu red  a ccord ing to the n eed s ’ im porta nce or sa tis fa ction . M as low  
pu rported  th a t
“human needs arrange themselves in hierarchies o f prepotency, such 
that the appearance o f one need usually rests on the prior satisfaction 
o f another more pre-potent need. Man is a perpetually w anting animal 
Also no need or drive can be treated as if it w ere isolated or discrete; 
every drive is related to the state o f satisfaction or dissatisfaction o f 
other drives” (1943, p370).
W ith  the concep ts  o f sa tis faction  and im portance (potency) he in terrela tes  the 
u n iqu e and  va ried  needs  in to one sys tem  o f m otiva tion  for ea ch  in d ividu a l. To 
p roceed  u p  the h iera rchy, im m ed ia te need s  m u s t b e sa tis fied  b efore the n ex t one 
in  the h iera rch y can  b e add ressed. Th is  is  the deprivation-domination p ropos ition . 
A  deprived  need  is  a  dom ina n t n eed  and m otiva tion  b ecom es  focu s sed  on  the 
sa tis fa ction  o f th is  n eed  a ccord in g to M as low 's  p ropos ition .
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T h e  p ro c e ss  o f  m o t iv at io n
W h en  one set o f n eed s  a re sa tis fied  th ey cease to b e a  m otiva tor, and  ind ividu a ls  
a re m otiva ted  b y the u n sa tis fied  needs  a t the h igh er level o f the h iera rchy. Th is  is 
the Gratification-Activation p rocess  w h ere the gra tifica tion  o f on e n eed  activa tes  
the n ex t one as a  m otiva tor . For exam p le, w h en  p h ys iologica l need s  are secu re - 
hu m a n s  are fed, w a tered  and sheltered, their  m otiva tion  w ill th en  tu rn  to sa fety 
needs , s trivin g  to b e free o f phys ica l danger, and for con s is ten cy and 
p red ictab ility. M as low  a rgu ed  tha t
“A want that is satisfied is no longer a w ant The organism is 
dominated and its behaviour organised only by unsatisfied needs” 
(M aslow , 1943, p. 375).
Th e cycle o f depriva tion , dom ina tion , gra tifica tion , a ctiva tion  con tin u es  over tim e 
u n til a ll being need s  have b een  sa tis fied . A s  es teem  needs  are sa tis fied  the grow th  
need  is  activa ted  and b eh a viou r is  channeled  to a ch ieve self- a ctu a lisa tion . M as low  
p roposed  th a t the con cep t o f gra tifica tion  does  n ot a p p ly to the grow th n eed  on ly 
to being needs , as  gra tifica tion  o f self- a ctu a lisa tion  on ly in crea ses  its  im portance 
ra th er th an  redu cin g  its  dom in ance (1965). A ccord in g to th is  rea son in g self-  
a ctu a lisers  are therefore con tin u a lly s triving  to b ecom e a ll th ey can  b ecom e and 
everyone else is  con tin u a lly strivin g  to b e a  self- a ctu a lis er .
Th e p rocess  in  w h ich  M as low  describ ed  m otiva tion  w ill n ow  b e exp lored  in  the 
a n cilla ry s ta ff to es tab lish  its  app ropria teness  and  the va lid ity o f the n eed s ’ 
rela tionsh ip s .
De priv at io n/ Do m inat io n  p ro po si t i o n
M a s low  exp la in ed  the dep riva tion -dom in a tion  p rocess  as:
"the most prepotent goal w ill monopolise consciousness and w ill tend 
o f itself to organise the recruitment o f the various capacities o f the 
organism. The less prepotent needs are minimised, even forgotten or 
denied. But when a need is fairly  w ell satisfied, the next prepotent 
( ‘higher j  need emerges, in turn to dominate the conscious life and to 
serve as the centre o f organisation o f behaviour, since gratified needs
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| are not active motivators” (1943, p. 394).
A ccord in g to M a s low 's  p ropos ition  therefore, the lea s t sa tis fied  n eed s  shou ld  be 
ra ted  th e m os t im porta n t, s ince th ey a re p repoten t. Th is  rea son in g w a s  su pported  
b y W a h b a  and B rid w ell (1976) in  th eir p ra ctica l exa m in a tion  o f M as low 's  
p ropos itions . Th ey su ggested  tha t
“according to Maslow 's theory, the most deficient need should be the 
most dominant or important need. Consequently the rank in order o f 
both need deficiency and need importance should correspond to each 
other if and only if low er order needs are not deprived. In particular 
the most deficient need should be ranked as the most important need”
(p. 223).
B y ask in g ind ivid u a ls  to ra te their  sa tis fa ction  w ith  va riou s  a spects  o f life as  w ell 
as th eir im porta nce, it is  cons id ered  to a llow  exa m in a tion  o f M a s low 's  p roposed  
p rocess  o f m otiva tion . If the sa tis fa ction  and  im porta nce o f the n eed s  th a t the 
item s  reflect con tra s t consecu tively then  M as low 's  p rocess  is  con s idered  to be 
su pported .
O f cou rse in terp reta tions  o f levels  o f s a tis fa ction  and  im porta n ce o f n eed s  are 
pa rticu la r to the individu a l. M otiva tion  to fu lfil the low es t n eed s  for su rviva l w ill 
va ry for  each  person  as  the defin ition  o f su rviva l is  rela tive, and  thu s  a ffect the 
in terp reta tion  o f n eed  sa tis fa ction  and  im porta nce. For exa m p le h a vin g a  hou se, a  
ca r and annu a l holidays  m a y b e necessa ry for su rviva l for som e and  for  oth ers  
fin d in g food, shelter and w a ter are su rviva l needs. W h a tever in terp reta tion  is  u sed  
m otiva tion , d is p la yed  b y b ehaviou r, is  in itia lly gea red  to fu lfillin g th ese b a s ic 
needs . A s  rela tive notions , sa tis fa ction , im porta nce and  need  in terp reta tion s  are 
a lso cu ltu ra lly in flu enced . In the p reviou s  exam p le th ere is es sen tia lly a  cu ltu ra l 
d ivid e b etw een  the in terp reta tions , w h ere the a cqu is ition  o f con su m a b les  is  the 
b a s is  o f su rviva l in  m ore ‘a d va n ced ’ societies  and  a ch ievin g p h ys ica l and  b io logica l 
s ta b ility m otiva tes  those in  m ore ‘p rim itive’ societies. In  the cu rren t in ves tiga tion , 
a ttem pt has  b een  m ade to con trol these in terp reta tion s  b y the n a tu re o f the 
sam p les . A ll those in clu ded  in  the resea rch  are in  s im ila r w ork  roles, 
orga n isa tion s  and a t s im ila r levels  o f their  orga n isa tion s  in  the sa m e cou n try. O n 
the b a s is  o f these com m ona lties  it is  a ssu m ed  th a t the sam p les  h a ve s im ila r
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cu ltu ra l and  orga n isa tiona l in terp reta tions  o f sa tis fa ction  and  im porta n ce rela tin g 
to sou rces  o f m otiva tion . Fu rth er w ork  cou ld  b e perform ed  to m ea su re the s ta ffs  
in terp reta tion s  u s in g a  com p lem en ta ry m eth odo logy to the qu a n tita tive approach  
th a t h a s  p rim a rily b een  adopted  in  th is  resea rch . In  u s in g a  qu a lita tive 
m eth od o logy fu rth er in form a tion  cou ld  b e ga th ered  th a t has the su b jective 
in volvem en t o f the pa rticipa n t in their  socia l w orld  w ith in  th eir fram e o f reference. 
Th is  w ou ld  then  en rich  th e qu antita tive resu lts  fou n d  h ere - an  a pproa ch  
a dvoca ted  b y the au thor. H ow ever th is  is  b eyon d  the scope o f th e cu rren t 
in ves tiga tion  and  as su ch  is  a  recom m enda tion  for fu tu re resea rch .
Th e con s is ten t ab sence o f the low es t n eed  describ ed  b y M a s low  in  tes tin g 
Resea rch  Q u estion  I su ggests  th a t it does  n ot exis t as  a  sou rce o f m otiva tion  for 
these sta ff. A ccord in g to M a s low 's  view s  on  the p rocess  o f m otiva tion , th is  
in d ica tes  th a t the needs  a re gra tified  w h ich  in  tu rn  ha s  a ctiva ted  the n ex t n eed  
(sa fety) in  the h iera rchy. Th is  n eed  has  b een  fou n d  as  a  m otiva tor in  th e a ncilla ry 
s ta ff and  is  th e low es t o f the needs  describ ed  b y M a s low  from  w h ich  the p rocess  
can  be m easu red .
Th e n a tu re o f th is  inves tiga tion  a llow s  exam in a tion  o f M a s low 's  p rop osed  p rocess  
o f m otiva tion , u s in g W a h b a  and B rid w ell’s su ggestion . Th e qu es tion n a ire a sked  
an cilla ry s ta ff for their sa tis fa ction  and  con s idered  im porta n ce o f va riou s  a spects  
o f th eir w ork  m otiva tion , and  so their degree o f correspon den ce ca n  b e exam in ed .
O ther tests  o f M as low 's  th eoiy have a pproached  th is  a spect o f h is  th eo iy  in  s im ila r 
w ays . Porter (1961) and those w h o su b sequ en tly em p loyed  th e N S Q  or an 
a dapta tion , genera ted  a  d eficiency n eed  score in  th eir stu d ies. Th ey a sked  
respon den ts  to ra te the item s  m ea su rin g M a s low 's  n eed  cla s s ifica tion s  a ccord in g 
to ‘how  much there is now ’ and 'how  much should there be'. W h ere pa rticipa n ts  
ra ted  the cha racteris tics  for 'how  m u ch  th ere shou ld  be in  th eir job ' h igh er th an  
'h ow  m u ch  th ere p resen tly is ', th is  w a s  term ed  a  d eficien cy in  n eed  fu lfilm en t.
Th is  techn iqu e ha s  b een  cr iticised  h ow ever  in  m ea su rin g M a s low 's  depriva tion/  
d om in a tion  propos ition . W a h b a  and  B ridw ell (1976) su gges ted  th a t th e des ign  o f 
Porter’s N SQ  p rodu ced  a  response error. S in ce respon den ts  w ere a sked  to 
com p lete th e ins tru m en t giving fu lfilm en t and  im porta n ce ra n kin gs  a lm os t
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s im u lta n eou s ly th ey w ill tend  to ass ign  the sam e va lu e to fu lfilm en t and 
im porta nce, b eca u se th ey a re pos itioned  close togeth er and  th e qu es tion in g is 
overt (p. 216). A lth ou gh  b oth  need  im porta nce and  sa tis fa ction  w ere m easu red  in  
the cu rren t qu estionna ire, th ey w ere n ot so closely p la ced  and  sa tis fa ction  
qu es tion in g w a s  less  overt. W a ll and Payne (1973) a lso id en tified  lim ita tion s  of 
Porter’s d eficien cy scores . In  th eir em pirica l inves tiga tion  o f the scores, th ey fou nd 
responden ts  w ere p sych ologica lly very ra re in  rep ortin g excess  n eed  satis faction, 
b u t w ere qu ick to report job  deficiencies . Payne (1970) a lso qu estion ed  the na tu re 
o f the deficien cy scorin g as  Porter  d id  n ot sta te w h a t p rocedu re shou ld  b e adop ted  
w h en  a  nega tive d iscrepa n cy score occu rs -  w h en  a  resp on d en t ra tes  th eir actu a l 
n eed  fu lfilm en t ( lio w  m u ch  is  there n ow ’) h igh er th an  their  id ea l degree o f need  
fu lfilm en t (‘h ow  m u ch  shou ld  there b e’). Payne a rgu ed  “it is difficult to interpret the 
psychological meaning o f such a score” (p. 253). W h en  su ch  a  n ega tive score 
arises , Porter’s seven -poin t sca le b ecom es  in  a ctu a l fa ct a  13-poin t sca le, ra ngin g 
from  - 6  to +6 in clu d in g 0. Th e extens ion  o f th is  sca le then  has  im p lica tion s  for  its  
va lid ity. A lth ou gh  su ch  criticism s  o f Porter’s qu estion n a ire shou ld  b e heeded , th ey 
h a ve n ot redu ced  its  popu la rity w ith  su b sequ en t a da pta tion  and  u se o f th e scoring 
system . In  the cu rren t inves tiga tion  how ever the criticism  is h eeded  and  th is  
p rocedu re for tes ting Resea rch  Q u estion  II w a s  n ot adopted .
A ld erfer (1969), in  h is  exam ina tion  o f M as low 's  th eory and  tes tin g for an 
a lterna tive exp la na tion  o f h u m an  needs , u tilised  s ta tic correla tion s  on  h is  
qu estionna ire resu lts . In  th is  in ves tiga tion  sa tis fa ction  m ea su res  w ere b a sed  on a  
s ix-poin t L ikert sca le and n eed  in ten s ity m ea su res  w ere ra tin gs  o f ‘d es ire’, as 
opposed  to im portance. D es ire w a s  m ea su red  w ith  the in s tru ction  to responden ts  
“Tell how much more o f the follow ing factors you w ould like to have in your job ” (p. 
160) w ith  a  five-poin t L ikert sca le for responses . M a s low 's  depriva tion/  
dom in a tion  propos ition  w a s  exam ined  u s in g correla tions  b etw een  the m ea su res  o f 
n eed  sa tis fa ction  and the level o f des ire for the need  even  thou gh  th ey w ere not 
m ea su red  on  the sam e sca le. A lth ou gh  the s ta tis tica l tool selected  is  su pported , 
the w ord in g o f the ‘des ire’ qu estion  is  cons idered  leading. In  s im ila rity to th a t u sed  
b y Porter  in  h is  ‘how much should there be} approach , th e qu estion  a ssu m es  th a t 
the responden ts  a re deficien t in  a t lea s t som e a spects  o f th eir job , and  as  W a ll and 
Payne (1973) su ggested, peop le a re m ore likely to rep ort deficiencies  in  th eir job  
th an  sa tis faction . A s  su ch, in  the cu rren t resea rch , the im porta n ce and  
sa tis fa ction  o f va riou s  a spects  o f the job  w ere m ea su red  a t sepa ra te poin ts  in  the 
qu estion n a ire and are considered  not to lea d  the respon den ts  in  a n y w ay.
C h a p t e r  1 1 1  R e se a rc h  Q u e s t i o n  II:
P ag e  3 5 6  I  T h e  p ro c e ss  o f  m o t iv at io n
H a ll and  N ou ga im  (1968) u n dertook  a  lon gitu d in a l s tu dy b y ga th erin g d a ta  from  
m a n a gers  a b ou t th eir  m otiva tion  over the firs t five yea rs  o f th eir ca reer . Th eir 
m otives  w ere a ssessed  th rou gh  in terview  data , and  u s in g con ten t ana lys is , a  ‘need  
s tren gth ’ and  ‘need  sa tis fa ction ’ score w a s  a ss igned . Th ey u sed  sta tic correla tion  
a n a lys is  to a ssess  the a ssocia tion  b etw een  a ll the need  sa tis fa ction  scores  and a ll 
th e n eed  strength  scores  w ith in  each  yea r . C hange ana lys is  w a s  a lso u sed , w here 
a ll th e cha nges  in  need  sa tis fa ction  from  one yea r  to the n ext w ere correla ted  w ith  
changes  in  n eed  strength  at the n ext h igh er level du rin g the sam e period  o f time. 
Th eir  fin a l a s sessm en t o f M as low 's  p rocess  o f m otiva tion  w a s  su ccess  ana lys is  
th a t cons idered  the fifth -yea r in com e o f the pa rticipan ts . H a ll and  N ou ga im  u sed  
th is  as  an  in d ica tor o f the m ore su ccess fu l m a n a gers  to see w h eth er th eir low er 
n eeds  in  M a s low 's  m odel w ere m ore sa tis fied  and  less  im p orta n t to th em  and 
h igh er n eeds  m ore sa tis fied , than  those on  low er in com es . Th is  fin a l m ode o f 
a na lys is  ca n  o f cou rse b e criticised , as ‘su ccess ’ does  n ot n eces sa rily equ a te w ith  a  
h igh er in com e or even  b ein g a t a  h igh er level o f th e organ isa tion . S om e m a na gers  
m a y still b e m otiva ted  b y the h igher order n eeds  b u t occu py a  low er level o f the 
orga n isa tion  as th ey are qu ite con ten t in  th eir cu rren t role. A  la ck  o f a ssocia tion  
b etw een  p a y and  need  levels  w ou ld  therefore n ot n ecessa rily d is p rove M a s low 's  
m odel.
Th e s ta tic correla tiona l m eth odology a dopted  b y b oth  H a ll and  N ou ga im  and 
A ld erfer has  b een  em b raced  for th is  p a rt o f the a n a lys is  as it is  con s idered  the 
m os t app ropria te s ta tis tica l m ethod  for u n d ers ta n d in g the a s socia tion  b etw een  
s ta ffs  n eed  sa tis fa ction  and  need  im portance. Fu rth er deta ils  a b ou t the chosen  
a pproa ch  are p rovided  b elow  as w ell a s the resu lts  and  w h a t su pport ca n  b e lea n t 
to M as low 's  dep riva tion -dom ina tion  propos ition .
Methodology
For th e p resen t investiga tion , the depriva tion/  dom in a tion  p ropos ition  o f M a s low 's  
th eo iy w a s  exam in ed  in  tw o w ays. Firstly, a  m ea n  level o f s a tis fa ction  and  
im porta n ce w a s  ca lcu la ted  for a ll the needs  fou nd  for ea ch  sam ple (N H S , HE , 
dom estic, portering, ca tering, m a les  and  fem a les ). Th is  w a s  d elib era ted  u s in g  the 
respon ses  given  on the Likert sca le em ployed  in  the qu es tion n a ire w h ich  w ere 
s cored  from  5-1, w h ere 5 ind ica ted  s tron g feelin gs  o f sa tis fa ction  or im porta n ce.
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Th e m eans  a re then  p laced  in  descen d in g order. S hou ld  M a s low 's  p ropos ition  be 
tru e, th en  the order o f need  sa tis fa ction  w ill n ega tively correspon d  w ith  the need  
im porta n ce order. S a tis fied  need s  w ou ld  b e less  im p orta n t to responden ts , and  
u n sa tis fied  ones  w ou ld  b e o f u tm os t im portance. Th is  gives  an  a pprox im a tion  o f 
the appropria ten ess  o f M as low 's  depriva tion/  dom in a tion  p ropos ition  to the 
an cilla ry s ta ff u n d er in ves tiga tion  and follow s  the a forem en tion ed  su ggestion  
m ade b y W a h b a  and  B ridw ell (1976, p .223). Th e resu lts  o f th is  ana lys is  are show n  
in  the section  below .
Th e second  ana lys is  cons iders  the s ta tis tica l level o f a s socia tion  b etw een  n eed  
sa tis fa ction  and  n eed  im portance u s in g Pea rson ’s correla tion  coefficien t (t). Th is  
w ill s ta tis tica lly m ea su re the level o f a s socia tion  b etw een  a  n eed ’s sa tis fa ction  and  
im portance. To su pport M a s low 's  depriva tion -dom in a tion  p ropos ition  the tes t 
w ou ld  ind ica te nega tive a ssocia tion  b etw een  the tw o, s in ce as  a  n eed  is  sa tis fied  it 
shou ld  b ecom e less  im portan t.
It is poss ib le to u se the m ore pow erfu l (pa ram etric) tes t o f a ssocia tion  for th is  
ana lys is  s ince the da ta  ga thered  m eets  the a ssu m ption s  for su ch  tes ts , as  w a s  
show n  for fa ctor ana lys is  (a lso pa ram etric). Th e ord ina l da ta  collected  w a s  
trans form ed  to in terva l da ta  b y a pp lyin g  the equ a l-w eigh ted  scorin g system . Th e 
non -pa ra m etric a lterna tive S pea rm a n ’s r im poses  ra nks  on th e scores  and  so does 
not m ake fu ll u se o f the da ta  m a kin g it less  pow erfu l. N ot on ly does  th e d a ta  have 
to b e a t lea s t in terva l for pa ram etric tests  b u t the sam p les  a lso have to b e from  a  
n orm a lly d is trib u ted  popu la tion  and va ria n ces  h a ve to b e h om ogenou s . S u pport 
for these a ssu m ption s  for the cu rren t d a ta  a re show n  in  A p p en d ices  6-10 for N H S 
and  16-21 for H E  samp le.
W ith  Pea rson 's  r, va lu es  o f the coefficien t range from  -1 to +1. Th e s tren gth  o f the 
rela tionsh ip  b etw een  the va ria b les  is  ind ica ted  b y the coefficien t and  the s ign  o f 
the coefficien t ind ica tes  the d irection . A  p erfect correla tion  is  show n  w h en  th e 
va lu es  o f one va ria b le a re exa ctly p red ictab le from  th ose o f the other and  are 
show n  w h en  the coefficien t is  1 rega rd less  o f the sign. A  coefficien t o f +1 for th is  
d a ta  w ou ld  su ggest th a t as need  sa tis fa ction  in crea ses  so does  n eed  im porta n ce. A  
coefficien t o f - 1  w ou ld  im p ly th a t sa tis fa ction  and  im porta n ce go in  d ifferen t 
d irections, for exam p le, w h en  need  sa tis fa ction  is  h igh , im porta n ce is  low  and  vice 
versa . N o a ssocia tion  b etw een  sa tis faction  and  im porta n ce w ou ld  b e show n  w ith  a
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coefficien t o f 0. Th e s ta tis tic w a s  perform ed  w ith  a  one ta iled  tes t o f s ign ificance, 
s in ce the d irection  o f the rela tion  is  p red icted  in  M a s low 's  dep riva tion -dom in a tion  
p ropos ition  as b ein g nega tively a ssocia ted .
Th e resu lts  o f these ana lyses  u s in g  the sa tis fa ction  and  im porta n ce m ea n s  and  
the s ta tis tica l a ssocia tion  a re show n  in  the follow in g section . D is cu ss ion  o f the 
resu lts  for es ta b lish in g the appropria teness  o f the dep riva tion -dom in a tion  
propos ition  w ill then  follow .
Results
A  m ea n  level o f sa tis fa ction  and  im portance w a s  firs tly ca lcu la ted  for the N H S 
sam p le to in ves tiga te the depriva tion -dom ina tion  p ropos ition . It shou ld  follow  th a t 
the m os t sa tis fied  need  w ill b e the lea s t im porta n t a nd  the lea s t sa tis fied  th e m os t 
im portan t. Ta b les  11.1 and  11.2 b elow  illu s tra te th e m ea n  level o f n eed  
sa tis fa ction  and  im portance am on gs t the N H S  a n cilla ry sta ff, a rra n ged  in  
descen d in g order.
Evaluat ing  the appl icabi l i ty o f  Ma sl ow’s  theory o f  mot i vat ion to anci l lary st a f f
Ne e d sat isfac t io n M e an sat isfac t io n
Love &  b elongingness 4 .33
Au ton om y 3.39
In s titu tiona l sa fety 3 .30
G enera l 3 .22
E steem 3.17
S a fety 2.81
T a b le  11.1 NHS  n eed  sat i sfact ion
Ne e d im po rt anc e M e an  im po rt anc e
Love 8s b elongingness 4.66
S a fety 4.58
E steem 4.02
S elf- a ctu a lisa tion 3 .94
In s titu tion a l sa fety 3 .87
T a b le  1 1 .2  NHS  n eed  impor tance
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A t fa ce va lu e there w ou ld  appea r to b e little su pport for the depriva tion -  
d om in a tion  propos ition  for  th is  sam ple. Love and  b elon gin gn ess  need s  w ere both  
m os t sa tis fied  and  m os t im porta n t to the N H S  a n cilla ry sta ff. S ta ff w ere m os t 
sa tis fied  w ith  co-w orker rela tions  and  p la yin g an  equ a l role in  the team , w h ich  
th ey a lso ra ted  o f u tm os t im portance. Th e s ta tis tica l ana lys is  o f th is  rela tionsh ip  
in  love and  b elon gin gn ess  needs  con firm ed  the la ck  o f su pport for  the depriva tion -  
dom ina tion  propos ition . A  Pea rson ’s r o f  0.204 w a s  ca lcu la ted  (p<0.01) w h ich  
ind ica tes  little a ssocia tion  b etw een  the va riab les . If a n yth in g  th is  resu lt su ggests  a  
pos itive rela tion sh ip  b etw een  the two w h ich  aga in  goes  a ga in s t M as low 's  
depriva tion -dom in a tion  process .
In s titu tion a l sa fety w a s  m odera tely sa tis fied  and  the lea s t im p orta n t o f th e needs  
fou n d  for the N H S  an cilla ry sta ff. A lth ou gh  the need  w a s  a ss ign ed  h igh er m ean  
im porta n ce than  sa tis faction , its  pos ition  a longs id e oth er  n eeds  is  o f grea ter 
in teres t in  th is  ana lys is . S ta ff w ere m ore sa tis fied  w ith  their  in s titu tion a l needs  
than  th ey w ere w ith  genera l, es teem  and  sa fety needs , b u t th ey ra ted  th em  w ith  
very low  im portance. A ccord in g to M a s low 's  th eory th is  w ou ld  su gges t th a t the 
need s  a re cu rren tly sa tis fied  b ecau se th ey have su ch  low  im porta n ce com pa red  to 
the other  n eeds . A  Pea rson ’s r o f  0 .128 w a s  fou nd  (p < 0.01) w h ich  in d ica tes  little 
a s socia tion  b etw een  the sa tis fa ction  and  im portance o f th e need , and  so aga in  
cha llenges  M as low 's  dep riva tion -dom ina tion  propos ition .
E s teem  need  sa tis fa ction  w a s  m ed iocre for the N H S  a n cilla ry s ta ff b u t its 
im porta n ce w a s  s lightly h igh er su ggestin g it as  a  sou rce o f m otiva tion . S ta ff w ere 
fa irly sa tis fied  w ith  their  m a n a gem en t rela tions , th ey felt th ey w ere kep t in form ed , 
th eir su ggestions  w ere som etim es  lis tened  to and  had  a  m odera te level o f tru s t o f 
m anagem en t. B u t la ck  o f p rom otiona l p rospects  and  rega rd  for the com p la in ts  
system  redu ced  their es teem  need  sa tis faction . Th e im porta n ce o f a  good  
m a n a gem en t style and con ta ct w ith  those in flu en cin g  th eir w ork  role (su pervisors  
and  su pervisor's  b oss ) w a s  s ligh tly h igher. Th is  len d s  som e su pport to the 
d irection  o f the depriva tion -dom ina tion  propos ition , w h ere s ligh tly h igh er 
im porta n ce has  b een  a ss igned  to these needs  du e to th eir m odera te- low  
sa tis fa ction . H ow ever the s ta tis tica l ana lys is  show ed  little to no a ssocia tion  
b etw een  es teem  sa tis faction  and im portance (r =  0.108, p<  0.01) and  so lim ited  
su pport for M a s low 's  propos ition .
Evaluat ing  the appl i cabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anci l lary st a f f
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Evaluat ing  the appl i cabi l i ty o f  Ma sl ow 's theory o f  mot ivat ion to anc i l lary st a f f
S a fety n eed  sa tis fa ction  w a s  low  for  th is  grou p  o f s ta ff and  their  im porta n ce w a s  
high , w h ich  follow s  th e dep riva tion -dom ina tion  p ropos ition . S ta ff w ere lea s t 
sa tis fied  w ith  their ra te o f p a y and  job  secu rity b u t th ey a lso a ss igned  u tm os t 
im porta n ce to them . A lth ou gh  the rela tionsh ip  on  firs t appea ra n ce is  in  su pport 
th is  a spect o f Resea rch  Q u estion  II, the s ta tis tica l ana lys is  fou n d  very little 
a ssocia tion  b etw een  sa fety need  sa tis fa ction  and  im portance. A  Pea rson  o f -0.008 
w a s  fou nd  (p> 0.05) w h ich  s igna ls  a  very s light n ega tive a ssocia tion  b u t an 
in s ign ifica n t one. A lth ou gh  the d irection  o f th e a ssocia tion  su pports  the 
depriva tion -dom in a tion  propos ition , the s trength  o f th is  su pport is  m in im a l.
Th e rela tion sh ip  b etw een  need  sa tis fa ction  and  im porta n ce cou ld  n ot b e 
in ves tiga ted  for the au tonom y, genera l and self- a ctu a lisa tion  n eed  as  th ey d id  n ot 
load  for b oth  im porta nce and sa tis faction . Th e sa tis fa ction  and  im porta n ce 
in ves tiga tion s  o f n eeds  w ere s tru ctu red  sepa ra tely to ga th er a  m ore a ccu ra te view  
o f need s  to the sam p le and  to som e exten t m ea su re relia b ility th rou gh  repetition . 
H ow ever th is  w a s  n ot the case for these n eed s  and  so th eir relia b ility is  
qu estionab le.
Th e needs  th a t w ere cons idered  for the depriva tion -dom in a tion  propos ition  
show ed  little su pport for the p rocess  in  the m otiva tion  o f the N H S  a n cilla ry sta ff. 
B efore rejectin g  th is  a spect o f M as low 's  p roposa l the oth er grou p s  o f p u b lic sector 
an a lys is  s ta ff in clu ded  in  the resea rch  w ill b e cons idered . A n y su pport for th e N H S  
resu lts  show n  in  the ana lys is  o f the H E  s ta ff w ou ld  reject the second  resea rch  
hypothes is . Th is  w ou ld  a lso b e the case if the cross  a na lys is  o f the d a ta  a ccord in g 
w ork  grou p and  gen der d isp layed  s im ila r resu lts .
H E  s e c t o r
Ta b les  11.3 and  11.4 b elow  portra y the resu lts  o f the m ea n  ca lcu la tion s  for the 
need  sa tis fa ction  and  im portance o f the H E  sam p le, p la ced  in  d escen d in g order. 
O n  firs t in spection  the resu lts  show  little su pport for M as low 's  dep riva tion -  
dom ina tion  p ropos ition  s ince the order o f the needs  correspon d  w h erea s  su pport 
w ou ld  b e d isp la yed  b y a  con tra s ting order.
C h a p t e r  1 1 1  R e se a rc h  Q u e s t i o n  II:
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Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot i vat ion to anci l lary st a f f
Ne e d sat isfac t io n M e an  sat isfac t io n
Love &  b elongingness 4 .28
E steem 3.69
In s titu tiona l sa fety 3.46
S a fety 3.13
T a b le  1 1 .3  HE  n eed  sat isfact ion
Ne e d  im po rt anc e M e an  im po rt anc e
Love 8s b elongingness 4.73
E steem 4.28
S a fety 3 .76
T a b le  1 1 .4  HE  n eed  impor tance
H E  s ta ff ra ted  love and b elongingness  needs  as b oth  m os t sa tis fied  and  m os t 
im porta n t to them  in  their w ork  role. Th ey w ere very sa tis fied  w ith  th eir co-w orker 
rela tion s  and con fiden t th a t th ey p layed  an  equ a l role in  the team, b u t th ey a lso 
cons idered  these and  s im ila r item s  to b e o f grea t im portance. Th e love and 
b elongingness  need  im portance o f the H E  an cilla ry s ta ff w a s  a lso m ea su red  b y 
item s  tra d ition a lly in terp reted  as sa fety need  item s  su ch  as  h a vin g a  good  ra te of 
p a y and  job  secu rity and w ere th ou gh t to appea l to th eir sense o f b elon gin g  to the 
organ isa tion . Th is  m a y cla rify w h y the need  a ch ieved  su ch  h igh  im portance. To 
a ssess  the rela tion sh ip  b etw een  the needs ' im porta n ce and  sa tis fa ction , Pea rson 's  
correla tion  coefficien t w a s  u sed . A  coefficien t o f 0 .125 w a s  fou n d  (p> 0.01) w h ich  
ind ica tes  s ligh t pos itive a ssocia tion  b etw een  love and b elon gin gn ess  sa tis fa ction  
and  im porta nce and so lends  m in or su pport to M a s low 's  dep riva tion -dom in a tion  
propos ition . A  correla tion  o f close to +1 w ou ld  have b een  p red icted  for h igh  m ean  
im porta nce and  sa tis fa ction  o f the need, b u t th is  ha s  n ot b een  the ca se. Perhaps  
th is  ind ica tes  th a t the s ligh tly h igh er  m ea n  fou nd  for n eed  im porta n ce reflects  a  
pa ttern  o f m u ch  s tronger im portance than  th a t exp ressed  for love and  
b elongingness  n eed  sa tis faction . O n firs t a ppea ra nce th ou gh  it is  clea r th a t the 
resu lt shou ld  n ot su pport the dep riva tion -dom ina tion  p ropos ition  b eca u se the 
m os t s a tis fied  need  shou ld  be the lea s t im portan t, and  the s ta tis tica l a na lys is  
su pports  this .
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Evaluat ing  the appl i cabi l i ty o f  Ma sl ow's theory o f  mot i vat ion to anci l lary st a f f
E steem  need s  w ere n ext to b e sa tis fied  for  th e H E  an cilla ry s ta ff. Th ey w ere 
m odera tely sa tis fied  w ith  m a n a gem en t rela tions , th ey felt th ey w ere kep t in form ed  
a b ou t releva n t even ts , felt p a rt o f a  team  and w ere sa tis fied  w ith  the level o f 
con trol th ey experienced . S ta ff w ere less  sa tis fied  how ever w ith  th eir w ork in g 
environm en t, th e effectiveness  o f the com p la in ts  system s  and  th a t their  
su ggestions  w ere lis ten ed  to. Th e im portance o f the n eed  w a s  a lso h igh . Th e pride 
th a t s ta ff took  in  the service th ey p rovided  w a s  very im p orta n t to them , as  w as  the 
need  for a  good  m a n a gem en t style, and  con ta ct w ith  th eir su periors . S ligh tly low er 
im porta n ce w a s  a ss igned  to con ta ct w ith  cu s tom ers  (s tu den ts ) and  job  va riety. A  
s ligh t pos itive a ssocia tion  w a s  fou nd  for the sa tis fa ction/  im porta n ce rela tionsh ip  
for th is  need  (r= 0 .132, p>0.01) and  if an y su pport w a s  to b e sh ow n  for  the 
depriva tion -dom in a tion  propos ition , the a ssocia tion  w ou ld  b e n ega tive and  close 
to -1.
Th e lea s t sa tis fied  and  su rp ris ingly the lea s t im p orta n t n eed  for  the H E  a ncilla ry 
s ta ff w ere sa fety needs . S ta ff d idn 't feel p a rticu la rly safe from  red u n d a n cy in  their 
w ork  role or sa tis fied  w ith  their ra te o f pay, a lthou gh  th ey w ere m ore sa tis fied  
than  th eir N H S  cou n terpa rts . Th ey w ere a lso less  sa tis fied  w ith  th eir p rom otion a l 
p rospects  w h ich  m a tched  the N H S  sta ff, b u t overa ll s a fety n eed  m otiva tion  w as  
m u ch  less  im porta n t to the H E  sta ff. Th ey ra ted  tra in in g opportu n ities  a n d  a  good 
pen s ion  schem e as im portan t, b u t b onu s  schem es , m u lti- skilling, overtim e 
opportu n ities , p rom otiona l p rospects  and  u n ion  rep resen ta tion  w ere less  
im porta n t. Item s  m ea su rin g the im portance o f sa fety n eed s  con tra s ted  for  th e N H S  
and  H E  s ta ff thou gh . A lth ou gh  sa fety w a s  m ea su red  th rou gh  fin a n cia l m ea n s  in  
b oth  sta ff, w ork  role developm en t th rou gh  tra in in g and  m u lti- sk illin g w a s  a lso 
in clu ded  as  a  s a fety m otiva tion  for  the H E  sta ff. Th is  cou ld  b e the cau se o f the 
la rge con tra s t in the im portance each  s ta ff a ss ign ed  th e need  (N H S =  4.58, H E = 
3.76) as fina ncia l m eans  o f sa fety a re m ore essen tia l to su rviva l (b a s ic m otiva tion ) 
in  the w orld  than  persona l developm en t. Th ere w a s  little s ta tis tica l su p p ort for 
depriva tion -dom in a tion  p ropos ition  in  the H E  s ta ffs  sa fety m otiva tion , w h ere the 
r=0.27 (p> 0.05) th a t w a s  ca lcu la ted  in d ica ted  pos itive a s socia tion  if any.
C h a p t e r  1 1 1  R e se a rc h  Q u e s t i o n  II:
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Evaluat ing  the appl i cabi l i ty o f  Ma sl ow’s  theory o f  mot ivat ion to anci l lary st a f f
W o rk  g ro ups  
Cater ing  st a f f
M ean  n eed  sa tis fa ction  and  im porta nce a re show n  in  Ta b le 11.5 and  11.6 b elow  
for the ca terin g s ta ff from  b oth  the N H S  and  H E  sectors.
Ne e d sat isfac t io n
Love &  b elon gin gn ess
In s titu tion a l sa fety
Au ton om y
E steem
S a fety
M e an  sat isfac t io n
4 .34
3.34 
3.27 
3.02 
2.48
T a b le  1 1 .5  Cater ing n eed  sat i sfact ion
Ne e d im po rt anc e M e an  im po rt anc e
Love b elongingness 4 .73
S a fely 4 .42
In s titu tion a l sa fety 4 .32
S elf- a ctu a lisa tion 4 .06
E steem 4.05
T a b le  1 1 .6  Cater ing n eed  impor tance
O nce aga in  love and b elongingness  needs  w ere b oth  m os t sa tis fied  and  m os t 
im portan t, th is  tim e for the ca tering staff. Aga in  the p os ition in g o f the need s  
w ou ld  n ot su pport the dep riva tion -dom ina tion  p ropos ition , s in ce s ta ff w ere m os t 
sa tis fied  w ith  good  co-w orker rela tions  and  p la yin g an  equ a l role in  the service b u t 
a lso ra ted  them  w ith  u tm os t im portance. Th ey a lso fou n d  p ride in  service and  a  
good  m a n a gem en t style o f grea t im portance w h ich  in crea sed  the love and 
b elon gin gn ess  needs ' va lu e. A  Pea rson  correla tion  coefficien t o f 0 .215 (p<0.01) w a s  
fou nd  in d ica tin g th a t as sa tis faction  im p roves  so does  im porta n ce to a  certa in  
exten t w h ich  w ou ld  n ot su pport the propos ition .
In s titu tion a l sa fety need s  w ere n ext to b e sa tis fied  for the pu b lic sector ca terin g 
sta ff, w h ich  w ere m ea su red  b y TU  m em b ersh ip  and  the qu a lity o f rela tion s  w ith
C h a p t e r  1 1 1  R e se a rc h  Q u e s t i o n  II:
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the TU  rep resen ta tive. Th e im portance o f th is  need  w a s  a lso ga th ered  b y the 
requ irem en t for TU  represen ta tion , as w ell as the n u m b er o f days  a nnu a l leave 
received , job  va riety a nd  a  good  pens ion  schem e w h ere s ta ff con s ider their  lon g ­
term  sa fety need s  w ith in  the organ isa tiona l setting . A n  r o f 0 .076 (p<0.05) w a s  
fou nd, w h ich  is  close to no associa tion  b etw een  th e sa tis fa ction  and  im portance o f 
the in s titu tiona l sa fety need  in  the ca terin g staff, and  so dem on s tra tin g little 
su pport for the dep riva tion -dom ina tion  propos ition .
E s teem  need  sa tis fa ction  w a s  fa irly low  for the ca terin g s ta ff a s w a s  their  
im porta n ce in  rela tion  to other needs. S ta ff w ere fa ir ly sa tis fied  w ith  m a n a gem en t 
rela tions , b u t h ad  rea son a b ly low  tru s t o f m anagem en t, little fa ith  in  the 
com p la in ts  system s , less  con fidence th a t their su ggestions  w ere lis ten ed  to and 
th a t th ey w ere kep t in form ed . C a tering s ta ffs  es teem  needs  w ere a lso m ea su red  b y 
th eir sa tis fa ction  w ith  ra te o f pay, perhaps  in  the rela ted  sta tu s  often  associa ted  
w ith  person a l incom e. Th e im portance o f these n eed s  w ere m ea su red  b y the 
con ta ct th ey had  w ith  those w h o have in flu ence over  th eir w ork  role (su pervisor 
and  su pervisor's  b oss ) and  their cu stom ers . Th e s ta tis tica l a s socia tion  b etw een  
the needs ' sa tis fa ction  and  im portance w a s  0 .075 (p<0.05) illu s tra tin g very little 
rela tion sh ip  b etw een  the two. O nce aga in  th is  lim its  the su pport th a t ca n  b e given  
to M as low 's  dep riva tion -dom ina tion  p ropos ition  as  exp la in in g  h u m a n  m otiva tion .
O n  firs t appea rance the sa fety n eed  follow s  the p rocess  o f m otiva tion  p roposed  b y 
M as low , as sa tis fa ction  is  low  b u t im portance is h igh . C a terin g s ta ff w ere n ot 
pa rticu la rly sa tis fied  w ith  their job  secu rity and w ere lea s t sa tis fied  w ith  their  
p rom otion a l prospects , b u t the im portance o f the form er as w ell as  ra te o f pay, 
w ere pa ram ou n t. N ot on ly w ere the pos ition in g o f the m ea n  sa tis fa ction  and  
im porta n ce s im ila r, b u t the d irection  o f the s ta tis tica l a s socia tion  a lso show ed  
su pport for the propos ition . A  Pea rson  o f - 0 .388  (p<0.01) w a s  fou nd  for th e H E  
s ta ffs  sa fety m otiva tion  w h ich  im p lies  evid ence o f the dep riva tion -dom in a tion  
propos ition , th a t as sa fety need  sa tis fa ction  decrea ses  its  im porta n ce increa ses . 
Th e coefficien t is  n ot su fficien tly h igh  to show  s trong su pport for  the p rocess  o f 
m otiva tion , so the inves tiga tion  con tinu es .
Th e depriva tion -dom ina tion  p ropos ition  cou ld  n ot b e in ves tiga ted  for a u ton om y 
need s  b eca u se th ey w ere on ly fou nd  in  the sa tis fa ction  o f ca terin g  sta ff. A lth ou gh  
self- a ctu a lisa tion  w a s  fou nd  to b e im porta n t to the ca terin g s ta ff is  w a s  n ot a
Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anci l lary st a f f
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Evaluat ing  the appl i cabi l i ty o f  Ma sl ow 's theory o f  mot i vat ion to anci l lary st a f f
sou rce o f sa tis faction , so the dep riva tion -dom in a tion  propos ition  does  n ot a pp ly to 
th is  need  accord in g to M as low 's  th eory o f h u m an  m otiva tion , and  so app lica tion  o f 
the cu rren t ana lys is  w ou ld  b e u nnecessa ry.
Dom est i c  st a f f
Ne e d sat isfac t io n M e an  sat isfac t io n
Love &  b elongingness 4.29
E steem 3.45
In s titu tion a l sa fety 3.39
S a fety 3.20
A u ton om y 2.64
T a b le  1 1 .7  Dom est i c  n eed  sat isfact ion
Ne e d im po rt anc e M e an  im po rt anc e
Love &  b elongingness 4.69
E steem 4.15
S a fety 3.39
T a b le  1 1 .8  Domest i c  n eed  impor tance
H ighest sa tis fa ction  and im portance w ere aga in  a ss ign ed  to love and  
b elon gin gn ess  needs, th is  tim e for the dom estic sta ff. A s  fou n d  for the ca tering, 
N H S  and  H E  sam p les , dom estics  w ere a lso m os t sa tis fied  w ith  the need  for  good 
co-w orker rela tions  and  p la yin g an equ a l role in  th e tea m  and  th ey a lso 
cons idered  them  o f grea t im portance. Th e item s  tra d ition a lly in terp reted  as 
m ea su rin g sa fety needs  w ere m easu res  o f love and  b elon gin gn ess  need s  for the 
dom estic s ta ff (a lso show n  for  the H E  sam p le) in clu d in g ra te o f pay, job  secu rity 
and  n u m b er o f days  annu a l leave. Th ese are con s idered  in s tea d  to dem on s tra te 
the dom es tic s ta ffs  sense o f b elon gin g  to the organ isa tion , w h ich  w a s  a lso grea tly 
va lu ed . A  Pea rson  correla tion  coefficien t o f 0.149 (p>0.01) show ed  s ligh t p os itive 
a s socia tion  b etw een  the needs ' sa tis fa ction  and  im porta n ce b u t a ga in  does  n ot 
su pport the nega tive correla tion  th a t w ou ld  d isp la y the depriva tion -dom in a tion  
propos ition .
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Th e p os ition in g o f es teem  need  sa tis fa ction  and im porta nce a lso corresponded , 
w h ich  show s  little su pport for M a s low 's  p ropos ition  even  on firs t glance.
D om estics  w ere m os t sa tis fied  w ith  feelin g pa rt o f a  team , th eir rela tion sh ip  w ith  
th eir  m a n a gers  and  su pervisors , b u t w ere less  p lea sed  w ith  the effectiven ess  o f the 
com p la in ts  sys tem s  or th a t their su ggestions  w ere lis tened  to. Th ey ra ted  con ta ct 
w ith  th eir su pervisors , m a nagers  and  the style o f m a n a gem en t w ith  grea t 
im porta n ce as  did  th ey w ith  their p ride in  the service th ey deliver. E s teem  needs 
w ere s im ila rly sa tis fied  and im porta n t in  the m otiva tion  o f the dom es tic s ta ff in  
rela tion  to th eir other  n eeds . A  Pea rson  correla tion  coefficien t o f 0 .102 (p<0.01) 
w a s  fou n d  w h ich  as  p red icted  show ed  little su pport for the depriva tion -dom in a tion  
propos ition .
S a fety n eed  sa tis fa ction  w a s  fa irly low  for dom estic sta ff. Th e ‘overa ll jo b  
sa tis fa ction ’ item  m easu red  their sa fety n eed s  and  w a s  qu ite h igh , b u t sa tis fa ction  
w ith  jo b  secu rity, ra te o f p a y and  the likelihood  o f con tin u in g to w ork  if th ey w on  a  
la rge su m  o f m on ey w as  very low  indeed . Th e im porta nce th a t d om es tics  as s igned  
to sa fety n eeds  a lso va ried. A  good  pens ion  schem e and  con ta ct w ith  cu s tom ers  
w ere im portan t, b u t tra in ing, m u lti-skilling, overtim e opportu n ities , b onu s  
schem es , u n ion  represen ta tion  and  p rom otion a l p rospects  w ere n ot very 
im p orta n t a t a ll. Th e correla tion  coefficien t ca lcu la ted  for th is  rela tion sh ip  w a s  -
0.060 (p<0.01). A lth ou gh  the nega tive a ssocia tion  b etw een  sa fety n eed  sa tis fa ction  
and  im porta nce show s som e su pport for the d irection  o f the depriva tion -  
dom ina tion  propos ition , the close m ea ns  w ou ld  su gges t th a t as im porta n ce 
in crea ses  sa tis fa ction  decreases . Th is  is  in  con tra d iction  to the d irection  proposed  
b y M a s low  w h o sta ted  th a t as sa tis fa ction  increa sed , im porta n ce w ou ld  redu ce.
B ecau se in s titu tion a l sa fety and a u ton om y need s  w ere on ly cu rren tly sa tis fied , 
and  n ot im porta n t to dom estic sta ff, the dep riva tion -dom in a tion  p ropos ition  cou ld  
n ot b e in ves tiga ted  for these needs. Th e ana lys is  o f the need s  th a t w ere poss ib le 
for the dom estic s ta ff how ever show ed  very little su pport for the p rop os ition  w here 
a ll o f the Pea rson  correla tiona l ana lyses  w ere close to no a ssocia tion .
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Evaluat ing  the appl i cabi l i ty o f  Ma sl ow 's theory o f  mot ivat ion to anci l lary st a f f
Po r t er i ng  st a f f
Ne e d  sat isfac t io n M e an  sat isfac t io n
Love &  b elongingness 4.46
E steem 3.41
In s titu tion a l sa fety 3 .35
A u ton om y 3.25
S a fety 2.46
T a b le  1 1 .9  Por t er  n eed  sat isfact ion
Ne e d im po rt anc e M e an  im po rt anc e
S a fety 4 .64
E steem 4.42
In s titu tion a l sa fety 4 .34
S elf- a ctu a lisa tion 4.13
T a b le  1 1 .1 0  Por t er  n eed  impor tance
O nce aga in  the love and b elongingness  need s  w ere m os t sa tis fied  in  the w ork  role 
for the porters , b u t th ey did n ot find  th is  need  o f a n y im porta n ce to th em  in  their 
w ork . C onven tiona l love and b elongin gness  n eed  item s  su ch  as a  frien d ly 
a tm osphere in s tea d  m easu red  the porters ’ s elf- a ctu a lisa tion  and  good  co-w orker 
rela tion s  m ea su red  their sa fety needs . Th e dep riva tion -dom in a tion  p ropos ition  
cou ld  n ot therefore b e cons idered  for th is  need.
E steem  need  sa tis fa ction  w a s  m odera te for the porters , and  the needs ' im porta n ce 
w a s  ra ted  in  the sam e pos ition  as other needs . A lth ou gh  the needs ' im porta n ce 
w a s  m u ch  h igh er than  its  sa tis faction , the pos ition in g o f the es teem  com pa red  to 
other needs  is  o f grea ter in teres t in exa m in in g the dep riva tion -dom in a tion  
propos ition . Porters  w ere qu ite sa tis fied  w ith  their  overa ll m a n a gem en t rela tions , 
b u t s ligh tly less  so w ith  their tru s t o f m a n a gem en t and  the sense o f b ein g kep t 
in form ed . Th e im portance o f job  secu rity m ea su red  the porters ' es teem  n eed s  and  
w a s  cons idered  o f u tm os t im portance as w a s  the p ride th ey ta ke in  the service 
th ey provide. Th eir  es teem  need  im portance w a s  a lso m ea su red  b y good  
m a n a gem en t style, b u t it w a s  m ore im porta n t than  it w a s  sa tis fied . Th is  w ork  
grou p  con s idered  con ta ct w ith  su pervisors  and  m a n a gers  as  im portan t, b u t less
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so for con ta ct w ith  cu s tom ers  and  overtim e opportu n ities  th a t a lso m ea su red  their 
es teem  needs . A lth ou gh  th e need  w a s  m ore im p orta n t than  sa tis fied  w h ich  show s 
poten tia l su pport for the dep riva tion -dom ina tion  p ropos ition , the s ta tis tica l 
a ssocia tion  su ggested  otherw ise. A n  r o f 0.037 (p>0.05) w a s  fou n d  b etw een  es teem  
sa tis fa ction  and  im porta nce s igna llin g very little a s socia tion  b etw een  the two.
A s  w ith  es teem  needs , the porters ' ins titu tion a l sa fety n eed  sa tis fa ction  and 
im porta nce w ere pos ition ed  the sam e in  rela tion  to oth er needs . O n  firs t 
appea rance therefore the p ropos ition  ca n n ot b e su pported  s in ce the m ore a  n eed  
is  sa tis fied  the low er its  im portance w ill be. E ven  m odera te sa tis fa ction  shou ld  
express  m ore than  m odera te im portance b ecau se the need  is  to som e exten t b ein g 
sa tis fied. Th e qu a lity o f trade u n ion  rela tions  and  the person a l im porta nce 
a ss igned  to the need  for trade u n ion  m em b ersh ip  in  th e w ork  role in  the pu b lic 
sector m easu red  porters ' sa tis fa ction  w ith  th eir in s titu tion a l sa fety need . Th e 
im porta n ce o f th is  w a s  a lso m easu red  b y trade u n ion  rep resen ta tion  as w ell a s  the 
n u m b er o f days  annu a l leave and  a  good  pens ion  schem e, w h ich  is  con s idered  to 
secu re their pos ition  in  the organ isa tion  or a t lea s t adds  p red ictab ility. Th ese w ere 
held  w ith  m odera te-h igh  im portance. A  Pea rson  correla tion  coefficien t o f 0 .230 
(p<0.01) w a s  ca lcu la ted  for the rela tionsh ip  b etw een  the n eed s ’ depriva tion  and  
dom ina tion . Th e s ligh t pos itive a ssocia tion  w ou ld  su gges t th a t as in s titu tion a l 
sa fety n eed  sa tis fa ction  in crea sed  so did  its  im porta nce w h ich  aga in  is  oppos ite to 
the p rocess  given  in  M as low 's  th eory o f h u m an  m otiva tion .
Th e pos ition in g o f the porters ' s a fety n eed  sa tis fa ction  and  im porta n ce w ou ld  
im p ly su pport for the depriva tion -dom ina tion  p ropos ition . Th e need  w a s  lea s t 
sa tis fied  and  m os t im porta n t w h ich  su ggests  th a t it is  m otiva tin g  b eca u se it is  
deprived . S a tis fa ction  w a s  low  for  the porters  w ith  th eir ra te o f pay, overa ll job  
sa tis fa ction  and  job  secu rity, b u t the im portance o f p a y w a s  very h igh  indeed  as 
w ere good  co-w orker rela tions  and less  so for a  good  b onu s  schem e. Th e s ta tis tica l 
correla tion  a lso show ed  som e su pport for dep riva tion -dom in a tion  p ropos ition  o f 
the sa fety, w ith  a  coefficien t o f -0.248 (p<0.01). Th is  h igh ly s ign ifica n t resu lt 
dem on s tra tes  th a t as im portance increases , the n eed  for sa tis fa ction  is  p rom in en t.
Th e depriva tion -dom ina tion  p ropos ition  cou ld  n ot b e ca lcu la ted  for the porters ' 
a u ton om y n eeds  and w a s  n ot a pp licab le to th eir self- a ctu a lisa tion  needs . Th e 
m otiva tion  o f th is  grou p  o f w orkers  ha s  show n  som e su pport for th e p rocess
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proposed  b y M a s low  in  th eir sa fety n eeds . Perhaps  th e dep r iva tion -dom in a tion  
propos ition  can  on ly b e seen  for n eeds  th a t peop le feel m os t extrem e a b ou t and  for 
sa fety n eed s  th is  m a y b e b ecau se th ey in flu ence b a s ic su rviva l in  and  ou ts ide o f 
the w orkp lace. Th is  rela tionsh ip  m a y n ot a pp ly to need s  th a t are des ira b le su ch  as  
love and  b elon gin gn ess  and  es teem  n eeds  or the a ssocia tion  m a y b e m ore su b tle.
Evaluat ing  the appl i cabi l i ty o f  Ma sl ow 's theory o f  mot i vat ion to anci l lary st a f f
G e n d e r
Ma les
Ne e d sat isfac t io n M e an  sat isfac t io n
Love &  b elongingness 4.38
E steem 3.47
In s titu tiona l sa fety 3.41
A u ton om y 3.31
Safety- 2.56
T a b le  11 .1 1  Ma le n eed  sat isfact ion
Ne e d im po rt anc e M e an  im po rt anc e
Love &  b elongin gness 4.61
In s titu tion a l sa fety 4.33
E steem 4.27
S a fety 4.03
S elf- a ctu a lisa tion 3.93
T a b le  1 1 .1 2  Ma le n eed  impor tance
Th e sam e orderin g o f n eeds  has b een  fou nd  for the m a le sa m p le as  th a t for the 
porters , dem on s tra tin g a  defin ite gender d ivide in  the w ork  grou p  cla ss ifica tion . 
O ne devia tion  from  th e porters ' stru ctu re is  the p resen ce o f the love and 
b elon gin gn ess  need  as a  com p lete elem en t o f m otiva tion  for  th e m a le sam p le 
m a k in g it poss ib le to tes t the dep riva tion -dom in a tion  p ropos ition  for th is  need . 
S a tis fa ction  w a s  h igh  for the m a le sam p le w ith  good  co-w orker rela tion s  and  
p la yin g an equ a l role in  the service, and  their  im porta n ce w a s  a lso h igh . A s  w ith  
th e porters , ra te o f p a y m easu red  th is  needs ' im porta n ce and  w a s  a ss ign ed  the 
h igh es t va lu e. Th e m ore trad itiona l love and  b elon gin gn ess  n eed  m ea su res  o f a  
frien d ly a tm osphere, good co-w orker rela tions , p ride in  service and  good
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m a n a gem en t style (considered  to m easu re m ore b elon gin gn ess  needs ) w ere a lso o f 
h igh  im porta n ce to the m a le pa rticipan ts . Th e a ssocia tion  b etw een  the needs ' 
sa tis fa ction  and  im portance w a s  m ea su red  a t 0 .103 (p<0.01), w h ich  show s  little 
su pport for a n y rela tionsh ip  b etw een  the tw o and  thu s  th e p rocess  o f m otiva tion  
describ ed  b y M as low .
E steem  need s  w ere m odera tely sa tis fied  for the m a le sa m p le m ea su red  b y 
m a n a gem en t rela tions , sa tis fa ction  w ith  su pervisory con trol, th eir tru s t o f 
m a n a gem en t and  feelin g in form ed . Th e im porta nce o f es teem  need s  w ere ra ted  
h igh er th a n  its  sa tis fa ction  com pa red  to the other needs , b u t w ere s ligh tly less  
im p orta n t th a n  in s titu tiona l sa fety n eeds  to th e m a le sam ple. M a les  ra ted  job  
secu rity w ith  very h igh  im portance as a  m ea su re o f th eir es teem  need s  in  the 
w orkrole and  s ligh tly less  so for con ta ct w ith  those w h o in flu ence th eir job  
(su pervisors , su pervisor's  b oss, and cu stom ers ), and  va riety o f w ork  w a s  a lso 
im porta n t. A  Pea rson  o f -0.086 (p<0.01) w a s  ca lcu la ted  for th is  rela tionsh ip . 
A lth ou gh  th is  n ega tive a ssocia tion  b etw een  sa tis fa ction  and  im porta n ce o f the 
m a les ’ es teem  n eed s  w ou ld  su ggest som e su pport for th e depriva tion -dom in a tion  
p ropos ition  w h ere h igh  im portance is  a ssocia ted  w ith  low  sa tis fa ction , the 
coefficien t is  close to no associa tion . Lim ited  sta tis tica l eviden ce th erefore exis ts  
for the p rocess  o f m otiva tion  in  the m a le sam p les ' es teem  needs.
In s titu tion a l sa fety n eed s  w ere m ore sa tis fied  th an  th ey w ere im p orta n t com pa red  
to other needs . Th e needs ' sa tis faction  w a s  m ea su red  b y the n eces s ity for TU  
m em b ersh ip  in  their p a rticu la r w ork  role and  th e qu a lity o f rela tion s  w ith  their  
rep resen ta tive, b u t th is  w a s  m odera te. Th e  u n u su a l n a tu re o f the p orters ’ 
in s titu tion a l sa fety n eed  m easu re w a s  a lso fou nd  for th e m a le sa m p le th u s  
s trongly su pportin g a  gender b ia s  in  its  com pos ition  ra th er th a n  one o f w ork  role. 
Th e im portance o f TU  m em b ersh ip , nu m b er o f days  annu a l lea ve and  a  good  
pen s ion  schem e w ere h igh ly im porta n t to the m a le sam p le in  m ea su rin g 
in s titu tiona l sa fety. D epriva tion -dom ina tion  o f th is  n eed  w a s  n ot s ta tis tica lly 
su pported  how ever w ith  an r o f 0 .144 (p<0.01). W ith  s im ila r levels  o f s a tis fa ction  
and  im portance fou nd  for the need, th is  cou ld  n ot su pport th e n eces sa ry 
con tra s tin g rela tionsh ip  to su pport M a s low 's  p roposed  p rocess  o f m otiva tion .
M a les ’ s a fety n eeds  w ere a lso m ore im porta n t than  th ey w ere sa tis fied  in  rela tion  
to other sou rces  o f m otiva tion , b u t the rela tion sh ip  w a s  n ot as s tron g as  th a t
Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot i vat i on to anci l lary st a f f
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ta b u la ted  for the porters . A lth ou gh  overa ll job  sa tis fa ction  w a s  m odera te for the 
m a le sam p le in  m ea su rin g their sa fety need, their  s a tis fa ction  w ith  ra te o f pay, 
p rom otion a l p rospects  and  the likelihood  o f con tin u in g to w ork  if a  la rge su m  o f 
m on ey w a s  w on , w ere very low . Th e needs ' im porta n ce w a s  m ea su red  b y overtim e 
opportu n ities  and  a  good  b onu s  schem e, and w ere qu ite im porta n t to the m a le 
responden ts . Th e s ta tis tica l a ssocia tion  b etw een  sa fety n eed  sa tis fa ction  and  
im porta n ce w a s  ca lcu la ted  as 0 .007 (p>0.05). A lth ou gh  th e resu lt is  in s ign ifica n t ‘ 
it is  the closes t to the level o f no associa tion  so fa r in  the in ves tiga tion  su ggestin g 
th a t the dep riva tion -dom ina tion  p ropos ition  is  an  u n relia b le exp la n a tion  o f 
hu m a n  m otiva tion .
Th e rela tion sh ip  o f a u tonom y need  sa tis fa ction  a n d  im porta nce cou ld  aga in  n ot be 
cons idered  as it w as  n ot fou nd  to be im porta n t to the m a le sam p le, b u t w a s  
cu rren tly b ein g sa tis fied . Th e self- a ctu a lisa tion  n eed  w a s  a lso fou nd  for the m a le 
sam ple, b u t on ly in  its im portance. A n y rela tion sh ip  w ith in  the n eed  cou ld  
therefore n ot b e investiga ted .
Fema les
To com p lete th e ana lys is  o f the depriva tion -dom in a tion  p ropos ition , the 
rela tionsh ip  b etw een  the fem a le pa rticipan ts ' need  sa tis fa ction  and  im portance 
w ill b e considered . Ta b les  11.13 and 11.14 b elow  show  the m ea n s  th a t w ere 
ca lcu la ted  for each  need.
Ne e d  sat isfac t io n M e an  sat isfac t io n
Love &  b elongingness 4 .33
A u ton om y 3.46
In s titu tion a l sa fety 3 .40
E steem 3.23
S a fety 2 .95
G enera l 2 .92
T a b le  1 1 .1 3  Fema le n eed  sat isfact ion
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Evaluat ing  the appl i cabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anci l lary st a f f
Ne e d  im po rt anc e M e an  im po rt anc e
Love &  b elongingness 4 .74
S a fety 4.73
E steem 4.32
S elf- a ctu a lisa tion 4 .02
T a b le  1 1 .1 4  Fema le n eed  impor tance
Love and  b elon gin gn ess  need s  w ere b oth  m os t sa tis fied  and  m os t im p orta n t to the 
fem a le sam p le, w h ich  has  b een  a  com m on  fea tu re a cross  the m a jority o f the 
sam p les . S a tis fa ction  w a s  h igh es t w ith  good  co-w orker rela tion s  a n d  p la yin g an 
equ a l role in  the service, and  their rela ted  im porta n ce w a s  a lso h igh . Job  secu rity 
m ea su red  the love and b elongingness  needs  o f the fem a le sam p le and  w as  
cons idered  very im porta n t as w a s  the pride th ey took  in  their service and  h a vin g a  
good  m a n a gem en t style. Th e s ta tis tica l a ssocia tion  b etw een  th e n eed s ’ sa tis fa ction  
and  im porta nce w a s  low  (r=0.036, p>0.05). Th e ra n ked  p os ition in g o f the need  
w ou ld  im p ly a  s trong pos itive associa tion , b u t once aga in  th is  ha s  n ot b een  fou nd 
and  con firm s  the n eed  for s ta tis tica l ana lys is .
E steem  needs  w ere m odera tely sa tis fied  for the fem a le s a m p le com pa red  to the 
oth er  n eed s  and th eir ranked  im portance w a s  fa irly s im ila r. Fem a le responden ts  
felt p a rt o f a  team  and w ere sa tis fied  w ith  m a n a gem en t rela tions , b u t w ere less  
sa tis fied  w ith  m ore specific a spects  o f their rela tionsh ip  w ith  service m a nagem en t. 
Th ey w ere less  sa tis fied  w ith  b ein g kep t in form ed  b y m anagem en t; th a t th eir 
su ggestions  w ere lis ten ed  to; had  low  tru s t o f m a nagem en t; and  little con fidence 
in  the com p la in ts  system s. C on tact w ith  those w h o in flu en ce the w ork  role 
(su pervisors , su pervisor's  b oss  and to som e exten t cu s tom ers ) w ere s till im porta n t 
to the fem a le pa rticipa n ts  and  m ea su red  th eir es teem  needs . Th e s im ila r orderin g 
o f the needs ' sa tis fa ction  and  im portance w ou ld  im m ed ia tely qu estion  a n y su pport 
o f the depriva tion -dom ina tion  p ropos ition  and  th e s ta tis tica l a na lys is  con firm s  
this . A  Pea rson  o f 0.001 (p>0.05) w a s  fou nd  and is  very close to the level o f no 
a ssocia tion  b etw een  the im portance and sa tis fa ction  o f the es teem  need.
Th e fem a les ' s a fety needs  w ere m ore im porta n t th a n  th ey w ere sa tis fied , w h ich  
has  b een  fou nd  to be the case for the m a jority o f the sa m p les  u n d er cons idera tion . 
Fem a les  had  low  sa tis fa ction  w ith  their ra te o f pay, job  s ecu rity and  overa ll job
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sa tis fa ction  b u t p a y w a s  o f p a ra m ou n t im porta nce to them  as w a s  the n u m b er o f 
days  annu a l leave. A  s ta tis tica l correla tion  o f -0.013 (p>0.05) w a s  fou nd  for the 
rela tion sh ip  o f s a fety n eed  sa tis fa ction  and  im porta n ce w ith in  the fem a le sam ple. 
Th e d irection  show s som e su pport for the p ropos ition , b u t the coefficien t 
dem on s tra tes  no a ssocia tion .
Th e a u ton om y and  genera l n eeds  cou ld  n ot b e con s idered  for th e depriva tion -  
dom ina tion  p ropos ition  to th is  sam p le b eca u se im porta n ce o f th e n eed  w a s  n ot 
fou nd. S elf- a ctu a lisa tion  w a s  aga in  fou nd  in  term s  o f im porta n ce m ea su red  b y 
person a l and  occu pa tiona l developm en t, b u t this  p rocess  o f m otiva tion  does  n ot 
apply.
Disc ussio n
V ery little su pport h a s  b een  show n in  these inves tiga tion s  for th is  p a rt o f the 
m otiva tion a l p rocess  p roposed  b y M aslow . For a  rela tion sh ip  to b e fou n d  b etw een  
the d issa tis fa ction  o f a  n eed  (dep riva tion ) w ith  its  in crea sed  im porta n ce 
(dom ina tion ), a  correla tion  coefficien t o f - 1  is  necessa ry. N o su ch  resu lt w a s  fou nd  
for an y o f the sam p les  represen ted , w ith  the m a jority o f coefficien ts  b ein g close to 
0 in d ica tin g no a ssocia tion .
S ligh t su pport w a s  show n  for the rela tion sh ip 's  d irection  in  the sa fety n eed s  o f 
m a n y sam p les . For the N H S  sta ff, ca tering, dom estics , porters  and  fem a le sam p les  
th ere w a s  a  nega tive a ssocia tion  b etw een  the h igh  im porta n ce o f sa fety n eed s  and 
th eir (d is )sa tis faction . Item s  m ea su rin g these need s  in clu ded  ra te o f p a y and  job  
secu rity and  can  b e considered  o f u n iversa l h igh  im porta n ce to these w orkers  and 
the m a jority o f peop le depend ing on w ork  to su rvive. Th e ca terin g and  porterin g 
s ta ff dem on s tra ted  the m os t su pport for the dep riva tion -dom in a tion  p rop os ition  in  
sa fety m otiva tion , perhaps  reflecting the na tu re o f the w ork  roles  and  th ose w h o 
occu py them . It m a y b e the case tha t ca terin g and  porterin g s ta ff are m os t likely 
to b e the dom in a n t b readw inner o f the hou seh old  com pa red  to dom es tic sta ff, so 
th ey a ss ign  in crea sed  im portance to th is  n eed  th rou gh  the d rive for th e 
in d ivid u a l’s su rviva l and their dependan ts . Th e p orterin g sa m p le and  th e m ore 
p rofess ion a l w ork  roles  in  the ca tering in d u s try (e.g. chef) th a t w ere to som e exten t
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rep resen ted  in  the ca terin g sam p le, tend  to be m a le dom in a ted  and  the m a jority o f 
the dom estic s ta ff w ere fem a le, so the s trength  o f s a fety m otiva tion  w ou ld  ind icate 
a  gen der  d ivide. Th e ana lys is  o f depriva tion -dom ina tion  in  th is  n eed  in  the ma le 
a nd  fem a le sam p les  d id  n ot sh ow  as s trong a  n ega tive a s socia tion  as  w ou ld  be 
p red icted  thou gh , so the relia b ility o f th is  con clu s ion  for the ca terin g and 
p orterin g s ta ffs  sa fety m otiva tion  is  w eak .
N ega tive a s socia tions  b etw een  n eed  sa tis fa ction  and  im porta n ce w ere n ot fou nd  
for a n y other need. Th e su pport show n  for  the dep riva tion -dom in a tion  propos ition  
m a y therefore b e res tricted  to pa rticu la rly p rom in en t needs . Th e n eed  for sa fety 
m ea su red  in  the w orkp la ce can  b e rega rded  as es sen tia l to su rviva l in  the ou ts ide 
w or ld , and  so a re b ou nd  to have s trong im portance. Th e h igh er- ord er need s  o f love 
and  b elongingness , es teem  and self- a ctu a lisa tion  a re m ore o f a  b on u s  in  th e 
w orkp la ce th a n  a  necess ity. For those in  p rivileged  pos ition s  th is  ra tion a le w ou ld  
o f cou rse n ot b e tru e s ince their fina ncia l s a fety (tra ns la ting to w id er s a fety in  
society) is  n ot dependen t on the w ork  role. If th ese needs  are com p letely sa tis fied  
then  it w ou ld  follow  tha t m otiva tion  w ill a lw ays  b e sou rced  from  h igh er n eeds  or 
in terp reta tion s  o f s a fety m otiva tion  m a y shift. H ow ever for th e a n cilla ry s ta ff in  the 
cu rren t in ves tiga tion  th is  is  n ot the ca se and  sa fety m otiva tion  is  a s su m ed  to be 
depen den t on the w ork  role m a kin g it very p rom in en t for su rviva l and  h igh er 
n eed s  less  so.
Previou s  tests  in  those h igh er u p  the orga n isa tiona l s tru ctu re cou ld  a lso n ot 
su pport the depriva tion -dom ina tion  propos ition . La w ler and  S u ttle (1972) w ere 
on ly ab le to show  a  s ign ifican t n ega tive a s socia tion  in  m anagers ' s a fety 
m otiva tion , w h ere h igh  sa tis fa ction  w a s  a ssocia ted  w ith  low  im porta n ce. For a ll 
other  n eed s  h ow ever there w a s  no su pport for th is  rela tionsh ip . Th is  resu lt does 
su gges t th ou gh  th a t it is  poss ib le to m ove on from  m otiva tion  for su rviva l to more 
soph is tica ted  needs, b u t it m a y b e b ecau se th ey are con s id erin g th ose h igh er u p 
the orga n isa tiona l stru ctu re. Perhaps  m a nagers  do n ot rely on  th eir job  for 
su rviva l, or th eir w ork  roles  do not tend  to be th rea tened , or th ey h a ve m ore 
con fidence in  their a b ilities  to find  another m eans  o f su rviva l, th a n  th ose low er 
dow n  the organ isa tion . It is  therefore cons idered  m ore likely th a t th eir su rviva l 
n eeds  a re sa tis fied  and  a re less  im porta n t to them , than  show n  for  the p u b lic 
sector an cilla ry sta ff. H ow ever th is  w a s  on ly fou nd  to b e the ca se for these 
p rim itive need s  and  no other.
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A ld erfer (1972) w a s  a lso on ly ab le to su pport M a s low 's  p ropos ition  to a  m in im u m  
degree in  a  fu rth er set o f w orkers  w ith  a  d ifferen t need . H e fou n d  a  nega tive 
correla tion  b etw een  b a n k  em p loyees ’ low  sa tis fa ction  w ith  th eir es teem  need s  and 
its  in crea sed  im portance, b u t the rela tionsh ip  w a s  n ot iden tified  in  a n y other 
need. H e fou nd  sa tis fa ction  and  im portance o f the m a jority o f the need s  w ere a t a  
s im ila r level and  so su ggested  th a t the s im p le fru s tra tion  hypoth es is  u sed  b y 
M as low , th a t a ny fru s tra ted  need  w ill increa se in  im portance, w a s  n ot an  
adequ a te exp la na tion  on its  own.
H a ll and  N ou ga im ’s (1968) sta tic ana lys is  o f the rela tion sh ip  b etw een  n eed  
sa tis fa ction  and  need  strength  in  m anagers  in  each  o f th e firs t five yea rs  o f their  
ca reer a lso show ed  very little su pport. Ra ther than  n ega tive a ssocia tions , th ey 
fou nd  sa tis fa ction  and im portance o f a  n eed  p os itively correla ted  a n d  for  som e 
n eed s  (Ach ievem en t and  E steem ) these w ere pa rticu la rly h igh . S im ila r resu lts  w ere 
a lso fou nd  for their change ana lys is , w h ere the s trength  o f a  n eed  in  a  given  yea r 
w a s  pos itively rela ted  to its  ow n  sa tis fa ction  in  the p reviou s  yea r  and  w a s  
pa rticu la rly strong for the sam e need. H ow ever th ey did  find  th rou gh  th eir su ccess  
analys is , th a t the h igher- level older grou p  o f m a nagers  w ere m ore con cern ed  w ith  
a ffilia tion  (love and b elongingness ) a ch ievem en t and  esteem  and  self- a ctu a lisa tion , 
and  less  concerned  w ith  safety, than  the you nger, low er level grou p  o f m anagers . 
Th is  w ou ld  su ggest tha t sou rces  o f m otiva tion  do change in  a ccorda n ce w ith  
M as low 's  m odel a s on e’s ca reer develops  or one a dva n ces  w ith in  the orga n isa tion a l 
s tru ctu re. S ince th is  su pport w a s  on ly show n  in  th e su ccess  ana lys is  and  n ot in  
the s ta tic ana lys is  o f th is  s tu dy or those a forem en tioned , perh a ps  a  lon gitu d in a l 
app roach  is  the m os t a ppropria te to detect th is  dyn a m ic p rocess . It m u s t ta ke 
tim e for  n eeds  to b e sa tis fied  and  then  b e reflected  in  th eir im portance, so it m a y 
b e th a t th e on ly w a y for  th ese to b e m ea su red  w ou ld  be th rou gh  a  repea ted  
m ea su res  longitu d in a l design. It w a s  th ou gh t th a t th is  resea rch  w ou ld  ta ke a  
‘sn a psh ot’ o f the a ncilla ry s ta ffs  need  sa tis fa ction  and  its a s socia ted  im porta n ce 
a nd  th a t w ou ld  b e an  adequ a te m easu re o f their m otiva tion  a t a  p a rticu la r poin t 
in  tim e. B u t perhaps  the la ck  o f su pport for the dyn a m ic s tru ctu re o f th e need s  is 
a  resu lt o f th is  approach  ra th er than  a  refu ta tion  o f M a s low 's  p rop osed  p rocess  
per se.
Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot ivat i on to anci l lary st a f f
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It w a s  b eyon d  th e scope o f the resea rch  thou gh  to u n d erta ke th is  approach , s ince 
th e need s  o f the key s takeholders  had  to b e met, as d id  the tim e fra m e o f the PhD . 
Th ey w a n ted  in form a tion  on  th e m otiva tion  o f th eir a n cilla ry s ta ff com pa red  to 
others  w ith in  a  9-m onth  period  for their im m ed ia te u se and  d id  n ot su pport 
repetition  o f the resea rch  in  the sam e form  a ny yea rs  la ter. E ven  if th ey had , it 
w ou ld  have b een  b eyond  the tim e fram e for ga th erin g em pirica l d a ta  for th is  thes is  
to m eet the tim e restrictions  o f u n derta k in g a  PhD  on  a  pa rt- tim e b asis . A  ‘sn a p ­
sh ot’ m ea su re o f s ta ffs  m otiva tion  therefore had  to b e su fficien t.
It m u s t a lso b e rem em b ered  th a t it w a s  on ly poss ib le to m ea su re the depriva tion -  
dom ina tion  process  o f m otiva tion  in  the w orkp la ce for th e a n cilla ry sta ff, and  the 
m a in  rea son  for p a rticipa tin g in  a ny form  o f em p loym en t for the m a jority is  for 
finances  th a t a re necessa ry for com fortab le con tin u a tion  in  society. Fu rther 
m otiva tion  ab ove su rviva l is  therefore cons id ered  to b e a  b onu s . Perhaps  the 
depriva tion -dom in a tion  p ropos ition  w a s  n ot fou nd  in  th e h igh er- ord er  n eeds  
b eca u se th ey have grea ter im portance and  sa tis fa ction  ou ts id e o f the w orkp la ce 
th rou gh  hom e or fa m ily life and so are less  p rom in en t in  the w ork  role, ra th er 
than  the p rocess  n ot existing. B u t s ince sa fety m otiva tion  is  the d om in a n t (or 
m os t b as ic) rea son  for  b ein g em p loyed , the p rocess  ha s  b een  in d ica ted . For th is  to 
b e inves tiga ted  fu rth er a  life s tu dy is  recom m ended .
A lth ou gh  the dep riva tion -dom ina tion  propos ition  has  n ot b een  su pported  in  th is  
ana lys is , th e resu lts  do illu s tra te the p rim e m otiva tor for a n cilla ry s ta ff in  th e U K 
pu b lic sector . Th ere is  w ide con firm a tion  th a t love and  b elon gin gn ess  need s  a re 
m os t im porta n t to an cilla ry s ta ff in  the U K pu b lic sector and  so shou ld  be a  
sou rce o f m otiva tion , w h ich  has  va s t im p lica tions  in  th e des ign  o f m otiva tion a l 
tools  for them  in  their w orkp lace. S ta ff n eed  to b e ab le to fos ter good  rela tion sh ip s  
w ith  th eir co-w orkers , feel th ey p la y an equ a l role in  the tea m  and  crea te a  frien d ly 
a tm osphere in  order to b e m otiva ted  in  their w ork  role. H ow ever if th ese n eed s  are 
fu lfilled  there is  no evidence to ind ica te w h eth er th eir im porta n ce w ill redu ce. Th is  
in form a tion  has  b een  fed  b a ck  to the resea rch  sponsors  and others  in  the N H S  
and  H E  sector, in  the form  o f a  report and  p resen ta tion  for th em  to a p p ly th is  
con trib u tion  to th e p ra ctica l field.
Th e in vestiga tion  w ill now  tu rn  to cons id er w h a t effect s a tis fyin g a  n eed  has  on  the 
im porta n ce o f other sou rces  o f m otiva tion , w h ich  M a s low  exp la in ed  u s in g  the
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gra tifica tion -a ctiva tion  propos ition . Th is  w ill com p lete the ana lys is  o f the p rocess  
o f m otiva tion  describ ed  b y M a s low  in h is  th eory and  w h a t su pport ca n  be given  to 
Resea rch  Q u estion  II.
Grat i f i c at io n/ A c t iv at io n  P ro po si t i o n
Th e second  p a rt o f the cycle o f m otiva tion  p roposed  b y M a s low  is  the gra tification/  
a ctiva tion  concept. H e a rgu ed  that:
"w hen a need is fairly  w ell satisfied, the next prepotent ( ‘higher') need 
emerges, in turn to dominate the conscious life and to serve as the 
centre o f organisation o f behaviour, since gratified needs are not active 
motivators” [ 1943, p. 395).
A ccord in g to th is  a spect o f h is  theory, need  sa tis fa ction  shou ld  gen era lly b e 
decrea s in g as one p rogresses  th rou gh  the need  h iera rchy. H igh er sa tis fa ction  o f a  
n eed  dem on s tra tes  its  low  im portance to the in d ividu a l in  th eir b ehaviou r, and  the 
grea ter the im portance o f the n eed  a t the n ext level o f the h iera rch y in  d rivin g 
b ehaviou r.
Methodology
C orrela tiona l a na lys is  w a s  aga in  em p loyed  to exp lore th e gra tifica tion -  a ctiva tion  
p ropos ition  as a lso u sed  in  p reviou s  s tu d ies  o f th is  p rocess  (A lderfer, 1969; H a ll 
and  N ou ga im , 1968; Law ler and Su ttle, 1972 ). Th e n otion  o f n eed  sa tis fa ction  
in crea s in g  the im portance o f the n ext need  in  the h iera rch y shou ld  b e 
dem on s tra ted  b y a  pos itive correla tion, as  the d irection  o f sa tis fa ction  and  
im porta n ce sh ou ld  com p lem en t one another . Pea rson ’s correla tion  coefficien t can 
a ga in  b e em p loyed  for the in terva l da ta  collected  in  the in ves tiga tion  as  it m eets  
the sam e d a ta  a ssu m ption s  for pa ra m etric tests  as  th a t show n  in  the depriva tion/  
dom in a tion  stu dy. A s  su ch  the m ore pow erfu l and  accu ra te tes t o f a s socia tion  can  
b e u sed .
Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's theory o f  mot ivat ion to anci l lary st a f f
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Th e tes t m ea su red  the a ssocia tion  o f a  low er n eed 's  s a tis fa ction  w ith  the 
im porta n ce o f the n ext h igh er  need . Perfect su pport for the p rop os ition  w ou ld  be 
dem on s tra ted  b y a  coefficien t o f +1. A s  sa tis fa ction  in crea ses  to sa tia tion , 
a ctiva tion  o f the n ext n eed  is  dem on s tra ted  th rou gh  in crea sed  im portance. Th e 
Pea rson  coefficien t w a s  u sed  w ith  a  one- ta iled  tes t o f s ign ifica n ce s in ce the 
d irection  o f the rela tionsh ip  is  p redicted .
Results
C orrela tion a l ana lys is  cou ld  on ly b e perform ed  for need s  fou n d  to b e consecu tive 
in  need  sa tis fa ction  and need  im porta nce for each  sam ple. A ll o f th e need s  
specified  b y M a s low  w ere n ot cons idered  to have em erged  in  sa tis fa ction  and  
im porta n ce for a n y o f the sam p les  (as show n  in  Resea rch  Q u estion  I) and  so 
lim ited  th e inves tiga tion . H ow ever the gra tifica tion/  a ctiva tion  p ropos ition  cou ld  
b e ana lysed  in  th ree u n iversa l needs : - gra tifica tion  o f sa fety n eed s  and  activa tion  
o f love and  b elongingness  needs  (not so for porters ) and  gra tifica tion  o f th is  need  
w ith  a ctiva tion  o f es teem  needs.
Th e a na lys is  w a s  perform ed  on the sam e sam p les  u sed  th rou gh ou t the resea rch  
(sector, w ork  grou p and gender) to ch eck  the relia b ility o f the fin d in gs  and  the 
resu lts  a re show n  over-page in  Ta b le 11.15.
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Evaluat ing  the appl i cabi l i ty o f  Ma sl ow 's theory o f  mot i vat i on to anci l lary st a f f
A  resu lt o f +1 w ou ld  have s ign ified  su pport for the gra tifica tion -a ctiva tion  
p ropos ition  in  th e ab ove ana lys is , b u t on in spection  o f the ta b le no su ch  ou tcom e 
h a s  b een  fou nd. Th e closes t su pport for the p ropos ition  is  b etw een  th e sa tis fa ction  
o f the H E  an cilla ry s ta ffs  love and  b elongingness  need s  and  the increa sed  
im porta n ce o f their es teem  needs, b u t th is  is  m in im a l (0 .209). Th e m a jority o f the 
resu lts  w ere p os itively or n ega tively close to 0 in d ica tin g very little a ssocia tion  
b etw een  th e levels  o f m otiva tion  p roposed  b y M aslow .
Disc ussio n
A ga in  su pport for the p rocess  o f m otiva tion  describ ed  b y M a s low  h a s  n ot b een  
fou n d  in  the scope o f th is  resea rch . A s  w ith  the dep riva tion -dom in a tion  
propos ition , fu rth er ana lys is  is  recom m ended  to ca ptu re th e dyn a m ic n a tu re o f 
m otiva tion  and  to ch eck  the relia b ility o f the p roces s es ’ rejection . Th e gra tifica tion -  
a ctiva tion  p ropos ition  cou ld  b e considered  in  a  lon gitu d in a l s tu dy o f m otiva tion  
and  test the rela tionsh ip  o f one n eed s ’ sa tis fa ction  w ith  th e n ext n eed s ’ 
im porta nce a t d ifferen t poin ts  in  tim e in  the w ork  pos ition  and  in  the a ncilla ry 
s ta ffs  w id er exis tence as paren ts , grandpa ren ts , w ives , h u sb and s , dau gh ters , 
sons  and friends . For the cu rren t in ves tiga tion  th a t h a s  ta ken  a  ‘sn a p - sh ot’ o f 
a n cilla ry s ta ffs  m otiva tion  how ever, the resu lts  relia b ly reject the gra tifica tion -  
a ctiva tion  process  o f m otiva tion .
S u pport for th is  a spect o f the p rocess  o f m otiva tion  p rop osed  b y M a s low  in  
p reviou s  stu d ies  is  once aga in  lim ited, even  thou gh  th is  cou ld  b e tes ted  on  a ll the 
n eed s  as th ey had  b een  con trolled  th rou gh ou t the in ves tiga tions . La w ler and 
S u ttle (1972) w ere n ot a b le to su pport a  s trong correla tion  b etw een  one n eed  and  
the h igh er  n eed  in  their sam p le o f m anagers , s ince the h igh es t a s socia tion  th ey 
fou n d  w a s  an  r= 0 .28 (p<0.05) b etw een  sa fety n eed s  and  socia l (love and  
b elongin gness ) n eed s  (p. 279). A lthou gh  the size o f th e a s socia tion  is  n ot 
su fficien tly la rge to su pport the gra tifica tion -a ctiva tion  p ropos ition  the d irection  o f 
the rela tionsh ip  is a ccu ra te and s ign ifican t, a s  in  the cu rren t inves tiga tion . W h en  
m anagers  sa fety need  sa tis faction  w a s  h igh  their socia l need s  w ere m os t 
im porta n t, h ow ever th e level o f a ssocia tion  b etw een  the tw o ca n n ot lea d  to the 
conclu s ion  th a t sa tis fa ction  determ ines  im portance.
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H a ll and  N ou ga im ’s lon gitu d in a l s tu dy o f m a na gers  cou ld  a lso n ot sh ow  sta tis tica l 
su pport for M a s low 's  p rescrib ed  rela tionsh ip  b etw een  need  sa tis fa ction  and the 
n ex t n eed ’s strength . Th e h igh es t a ssocia tion  th ey fou n d  w a s  0.23 b etw een  
m a n a ger’s a ffilia tion  (love and b elongingness ) n eed  sa tis fa ction  and the 
im porta n ce or s trength  o f their a ch ievem en t and es teem  m otiva tion , b u t th is  w as  
n ot s ign ifica n tly so. A lth ou gh  th is  a lso su pports  the d irection  o f the rela tionsh ip  
and  is  h igh er than  a ny o f the s ta tic correla tion s  fou nd  for the a n cilla ry staff, it is  
s till n ot su fficien tly la rge or s ign ifica n t to w a rra n t evidence for the gra tifica tion -  
a ctiva tion  propos ition . Th e change ana lys is  th a t w a s  poss ib le to in clu de in  the 
lon gitu d in a l s tu dy w a s  a lso n ot ab le to su pport the p ropos ition . In  th is  ana lys is  a ll 
the cha nges  in  n eed  sa tis fa ction  from  one yea r to the n ext w ere correla ted  w ith  a ll 
the changes  in  the h igh er n eed s ’ im portance over the sa m e period  and  H all and 
N ou ga im  h ypothes ised  th a t th ere w ou ld  b e a  pos itive correla tion  b etw een  the two 
scores . B u t the h igh es t correla tion  on ly rea ched  0.22 for s a fety n eed  sa tis fa ction  
and  a ffilia tion  n eed  im portance, and so once aga in  cou ld  n ot su pport the 
h iera rch y o f need s  th a t M as low  hypothes ised .
O thers  h a ve a lso cons idered  the gra tifica tion -a ctiva tion  p rocess  b y the degree of 
need  sa tis fa ction  going u p  the h iera rchy. If the p rocess  w a s  a ccu ra te th en  need  
sa tis fa ction  shou ld  gen era lly b e decrea s in g as the need s  in crea se in  th eir 
com p lexity. Th ose tha t have u tilised  Porter’s N SQ  or a  m od ified  vers ion  w ere ab le 
to ra n k  the sa tis fa ction  o f n eeds  to tes t the gra tifica tion -a ctiva tion  propos ition . 
Payne (1970) fou nd  fem a le tob acco fa ctory w orkers  w ere m os t sa tis fied  w ith  their 
socia l (love and  b elongingness ) as fou nd  for the a n cilla ry sta ff, b u t th ey w ere lea s t 
sa tis fied  w ith  th eir self- a ctu a lisa tion  th a t w ere n ot detected  in  th is  exp lora tory 
in ves tiga tion . Th e fa ctory w orkers  w ere a lso d issa tis fied  w ith  th eir s a fety n eeds  as 
w a s  show n  to b e the case for the a n cilla ry s ta ff as  w ell, and  aga in  m a y b e 
exp la in ed  b y the low  level na tu re o f the w orkers , b u t the order o f Pa yn e’s needs 
still do n ot su pport the gra tifica tion -a ctiva tion  p ropos ition . La w ler a n d  Su ttle 
(1972) w ere n ot ab le to su pport th is  p rocess  eith er in  th eir sa m p le o f m anagers , 
s ince th ey w ere m os t sa tis fied  w ith  their  socia l need s  and  lea s t sa tis fied  w ith  th eir 
self- a ctu a lisa tion  needs . A lthou gh  the degree o f s a tis fa ction  w ith  the grow th  need  
w ou ld  su pport the gra tifica tion  a ctiva tion  p ropos ition , th e socia l n eed s  w ere still 
m ore sa tis fied  th a n  their sa fety needs  even  thou gh  the sam p le en joyed  a  rela tively 
h igh  pos ition  w ith in  the organ isa tion  w ith  grea ter job  s ecu rity and  fin a n cia l 
rew ard.
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E ven  thou gh  these stu dies  do n ot show  su pport for M a s low 's  gra tifica tion -  
a ctiva tion  p ropos ition  it ca n n ot b e cons idered  to d is p rove th e p rocess  a s  the tes t 
th ey u sed  is  inaccu ra te. M a s low  d id  n ot su ggest w h ich  need s  w ere m os t or lea s t 
sa tis fied  s ince th is  is  determ ined  b y the na tu re o f the en viron m en t in  w h ich  
m otiva tion  is  occu rring. B ecau se he did  n ot p rescrib e the degree o f m otiva tion  o f 
each  need, a n y s tu dy u s in g  th is  approach  to tes t th e p rocess  is  flawed.
In  h is  s tu dy o f b a n k  em p loyees , A ld erfer (1969) cou ld  n ot fin d  a n y s ign ifican t 
su pport for th e gra tifica tion -a ctiva tion  propos ition  u s in g s ta tic correla tiona l 
a na lyses  on  item s  close to M as low 's  need  cla ss ifica tions , n or cou ld  he fin d  any for 
the depriva tion -dom ina tion  propos ition . H e therefore offered  an  a lterna tive 
exp la na tion  for  the dynam ic rela tionsh ip  b etw een  m otiva tion a l needs, focu s s in g 
on  h is  th ree- fold  re- cla ss ifica tion  o f M as low 's  m odel. A ld erfer fou n d  h igh  and  
s ign ifica n t correla tions  in  need  sa tis fa ction  and im porta n ce b oth  w ith in  in d ividu a l 
n eed s  and  b etw een  them . H e fou nd item s  m ea su rin g exis tence n eed s ’ s a tis fa ction  
and  im porta nce correla ted ; item s  m ea su rin g  rela tedn ess  n eed s ’ s a tis fa ction  and  
im porta n ce correla ted ; and  those m ea su rin g grow th  n eed s ’ s a tis fa ction  and  
im porta nce correla ted . H e a lso fou nd  exis tence n eed s ’ s a tis fa ction  and  im porta n ce 
correla ted  w ith  rela tedness  and grow th  n eed s ’ s a tis fa ction  and  im portance; 
rela tedn ess  need  sa tis fa ction  and  im portance correla ted  w ith  b oth  exis ten ce and  
grow th ; and  grow th  n eed s ’ sa tis fa ction  and  im porta n ce correla ted  w ith  exis tence 
and  rela tedness . H e conclu ded  therefore th a t an in d ividu a l ca n  m ove b oth  u pw a rd  
and  dow nw ard  w ith in  the h iera rchy, and  m ore th an  one n eed  ca n  be 
m otiva tion a lly sa lient.
O n fa ce va lu e, the resu lts  fou nd  in  the cu rren t in ves tiga tion  w ou ld  a ppea r to 
su pport th is  p rocess , as m a n y o f the needs  have a  s im ila r degree o f im porta nce 
a nd  sa tisfaction . H ow ever there are flaw s  in  the a pp roa ch  A ld erfer a dopted  to tes t 
M as low 's  m odel. H e chose to em pirica lly opera tiona lis e h is  exis tence, rela tedn ess  
and  grow th  need s  th rou gh  in terview  and qu estion n a ire ana lyses , b u t to a void  a n y 
b ia s  on  h is  pa rt he u sed  Porter’s N SQ  to m ea su re M a s low 's  m od el w h ich  h a s  s in ce 
show n  to b e an  in a ccu ra te tes t (Payne, 1971 ). It m a y b e th a t the la ck  o f 
a ssocia tion  b etw een  the opera tiona lisa tions  o f n eed s  u sed  to tes t M a s low 's  
dynam ic p ropos itions , are the resu lt o f in a ccu ra cies  and  in va lid ity o f th e tes t 
ra th er than  the p rocess  itself. And  s im ila rly the in crea sed  su pport for A ld erfer ’s
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p ropos ition  m a y have resu lted  from  the grea ter va lid ity and relia b ility o f the 
opera tion a lisa tion s  o f h is  th ree- fold  m odel o f m otiva tion  to the b a n k  em p loyees . 
H e did  a dm it th a t
“the Maslow  needs were not measured as reliably as ERG  needs 
w ere...More effort has been spent developing reliable and valid scales 
fo r the ERG  needs than for the Maslow  scales” (1969, p . 172).
Perhaps  h is  p roposed  p rocess  o f m otiva tion  is  a  m ore a ccu ra te exp la n a tion  than  
th a t given  b y M a s low  as there is  little su pport show n  for the depriva tion -  
dom ina tion/  gra tifica tion -a ctiva tion  propos ition . H ow ever to con firm  the 
a ppropria ten ess  o f A ld erfer ’s p rocess  over M as low 's , a  m ore a ccu ra te and  rob u s t 
tes t is  needed  u s in g M as low 's  cla ss ifica tions  s ince these have n ot b een  rejected  in  
the cu rren t in ves tiga tion . Perhaps  A ld erfer ’s p rocess  w ill on ly b e con firm ed  
b etw een  the 3 types  o f needs  tha t he p rescrib es  and  n ot th ose in  M a s low 's  m odel 
th a t he chose to com b ine to m ake exis tence and rela tedn ess  needs .
Co nc lusio n
Th e ab ove in ves tiga tions  have show n  th a t very little su pport ca n  b e given  to the 
dynam ics  o f m otiva tion  describ ed  b y M as low  and  thu s  rejection  o f Resea rch  
Q u estion  II. Th ere w a s  very little a ssocia tion  indeed  b etw een  th e sa tis fa ction  and 
im porta n ce o f need s  w h eth er tes tin g for dep riva tion -dom in a tion  or gra tifica tion -  
activa tion . S om e su pport w a s  show n  for th e d irection  o f the p rop osed  depriva tion -  
d om in a tion  rela tionsh ip  b etw een  the sa fety n eed ’s low  sa tis fa ction  and  its  h igh  
im portance, b u t th is  rela tionsh ip  is  cons idered  to b e fa irly w ell es ta b lish ed  and 
p rom in en t in  peop le in  W es tern  societies  anyw ay. M otiva tion  for s a fety w a s  fou nd 
to b e fin a n cia lly b ased  for the pu b lic sector U K-b a sed  a n cilla ry s ta ff, w h ich  w a s  
a lso fou nd  in  other w orkers  in  p reviou s  in ves tiga tions  (Porter, 1961; H a ll and  
N ou ga im , 1968; La w ler and  Su ttle, 1972) and  b eca u se su rviva l in  m od ern  
societies  is  fin a n cia lly determ ined , feelings  a ssocia ted  w ith  its  a cqu is ition  are 
tra d ition a lly poten t. S trong feelings  are often  con n ected  w ith  th e item s  fou n d  to 
m ea su re these needs  in  the w ork  role (pay and  job  secu rity) b eca u se th ey are 
essen tia l a spects  o f the m os t b a s ic form  o f m otiva tion  and  a n y th rea t to th em  w ill 
im pa ct on  th e in d ividu a l’s person a l endu rance and  th a t o f th eir dependa n ts .
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S u pport for M a s low 's  p rocess  o f m otiva tion  is  s till on ly s ligh t for even  the 
s tron ges t n eed  and n on -exis ten t for a ll others . E ven  th is  su pport requ ires  fu rther 
in ves tiga tion  to con firm  the dyna m ism  in  sa fety m otiva tion . Perha ps  the need  is 
a lw ays  im porta n t b eca u se it is  so essen tia l for  su rviva l, and  a n y sa tis fa ction  is  not 
reflected  in  its  im portance. A  lon gitu d in a l ana lys is  o f m otiva tion  w ou ld  a llow  
con s idera tion  o f the changes  in  the needs  and  to fu lly u n d ers ta n d  th e dynam ic 
p rocess , and  is  a  recom m enda tion  for fu tu re resea rch  in  th is  area . A s  the resu lts  
o f the cu rren t investiga tion  s tand  thou gh , the dep riva tion -dom in a tion -  
gra tifica tion -a ctiva tion  cycle can  b e relia b ly rejected  as  an  a ppropria teness  
descrip tion  o f w ork  m otiva tion .
Th e con s is ten t la ck  o f a ssocia tion  b etw een  n eed s ’ sa tis fa ction  and  im portance 
m a y a lso s igna l no trend  or p a rticu la r p rocess  to m otiva tion . U s in g s ta tic ana lys is  
the resu lts  sh ow  th a t s ta ff are m otiva ted  b y m a n y n eed s  a t one time. Ind ividu a ls  
do n ot a ppea r to focu s  their m otiva tion  on  a  pa rticu la r n eed  u n til it is  satis fied, 
b u t ra th er a ll n eeds  are m otiva tin g a t a ll tim es. Th e resu lts  su gges t therefore th a t 
th ere is  m ore su pport for the p rocess  describ ed  b y A ld erfer (1969) b etw een  h is  3 
need s  than  th a t describ ed  b y M as low  b etw een  the 5 needs. A lth ou gh  th is  p rocess  
is  su pported  b etw een  those needs  fou nd  in  the cu rren t inves tiga tion , it m u s t b e 
rem em b ered  th a t A ld erfer perform ed  h is  s tu dy w ith  a  grea ter b ia s  tow a rd s  p rovin g 
h is  m odel o f m otiva tion  than  d isp rovin g M as low 's  and  as su ch  m a y n ot b e a  va lid  
tes t o f the h iera rch y o f needs.
Th e Resea rch  Q u estion  I inves tiga tions  show ed  th a t m otiva tion  can  b e cla ss ified  
in to p a rticu la r types  th a t w ere cons idered  to b e close to those describ ed  b y 
M as low , b u t th is  ch a p ter has  show n th a t there is  no specific rela tion sh ip  b etw een  
these types  o f needs . Perhaps  m otiva tion  is  so sh ort- term  th a t n o opportu n ity 
exis ts  for a  rela tionsh ip  to form  b etw een  th e d ifferen t types  o f m otiva tion . Th a t is, 
w h en  needs  a re deprived  ind ividu a ls  are m otiva ted  to im m ed ia tely s eek  to sa tis fy 
th em  a t an y given  tim e (e.g. ea rn  extra  m on ey to s a tis fy sa fety), or sa tis fy them  
over a  lon ger period  o f tim e (e.g. a cqu irin g n ew  skills  to b oos t on e’s es teem ) w ith  
other needs  m otiva tin g in  the m ean tim e.
A s  m en tion ed  ab ove, a  longitu d ina l ana lys is  cou ld  in ves tiga te th is  p rocess  fu rther 
to help  captu re the tru ly dynam ic na tu re o f m otiva tion  and  one th a t con s iders  the 
in d ividu a l in  the w ork  and  life role w ou ld  help  to u n ders ta n d  the w id er p rocess  o f
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m otiva tion . A  com p lem en t o f qu an tita tive and  qu a lita tive m eth odo logies  cou ld  a lso 
fu rth er inves tiga te the p rocess  w ith in  the levels  o f m otiva tion  th a t a re perha ps  
m ore su b tle th a n  th a t fou nd  for su rviva l (sa fety). B y a dop tin g an  eclectic 
approach , the opportu n ity cou ld  b e w iden ed  for in ves tiga tin g m ore delica te area s 
and  ga th erin g a  w id er and  tru er m easu re o f m otiva tion . In  d oin g th is , th e exten t o f 
su pport for Resea rch  Q u estion  II for all n eed s  cou ld  b e a s sessed  in s tea d  o f on ly 
those fou nd  a t the tim e th a t the a n cilla ry m em b er o f s ta ff com p leted  the 
qu es tion n a ire or p a rticipa ted  in  the focu s  grou ps .
E vidence from  the cu rren t in ves tiga tion  how ever encou ra ges  rejection  o f Resea rch  
Q u estion  II and  as su ch  the dep riva tion -dom ina tion  a n d  gra tifica tion -a ctiva tion  
propos ition s  describ ed  b y M a s low  a re cons id ered  in a pp rop ria te for  describ in g  the 
dynam ic n a tu re o f m otiva tion  am on gs t the pu b lic sector a n cilla ry sta ff. A n  
a lterna tive exp la n a tion  b ased  u pon  the a ctiva tion  o f severa l levels  o f m otiva tion  a t 
a n y tim e shou ld  b e exp lored  th rou gh  fu rth er inves tiga tions .
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Chapter twelve
F urt h e r  in f lue n c e s o n  m o t iv at io n
Th e cu rren t in ves tiga tion  is  cons idered  to have show n  th ree o f M as low 's  need s  to 
b e con s is ten t sou rces  o f w ork  m otiva tion  in  sa tis fa ction  and  im porta n ce for the 
pu b lic sector an cilla ry sta ff, as w ell as a  fu rther  n ew  need . E ven  thou gh  the types  
o f need s  w ere consis ten t, the item s  m ea su rin g them  va ried  s ligh tly for each  
sam ple. For exam p le, p rom otion a l p rospects  m otiva ted  H E  s ta ff to s a tis fy their 
s a fety n eed s  b u t w ere a  sou rce o f es teem  for the N H S  sta ff. Th e d ifferen ces  in  
m otiva tion  su ggest th a t eith er the item s  des igned  to m ea su re w ork  m otiva tion  
w ere in appropria te to the a ncilla ry role, or th a t there are other in flu en ces  on 
m otiva tion  th an  ju s t the in d ividu a ls ’ m ake-u p . In  con su lta tion  w ith  other 
resea rch ers  and  m a n a gers  the item s  m ea su rin g  ea ch  n eed  w ere va lid  in  the 
an cilla ry role, b u t perhaps  th ey w ere a ffected  b y loca l va ria tion s  and  in flu ences . 
Th is  leads  to su ggest tha t perhaps  there are other determ in a n ts  o f th e n a tu re of 
m otiva tion , than  ju s t b ein g endow ed  a t b irth  w ith  five need s  as M a s low  sta ted . 
Th is  cha pter b riefly exp lores  the factors  tha’t m a y in flu ence the w a y the five (or 
th ree confirm ed ) needs  are developed  and gra tified  to u n ders ta n d  th e va ria tion s  
fou nd  in  m otiva tion . Pa rticu la r a tten tion  is  given  to poss ib le in flu en ces  on  the 
w ork  m otiva tion  o f pa rticipa tin g a n cilla ry s ta ff to con s ider the s ligh t d ifferen ces  in 
their sou rces  o f m otiva tion .
S o c i a l  I n f lu e n c e
M a s low  did  acknow ledge an environm en ta l in flu ence on  m otiva tion  th a t w orks  
w ith  the inna te h iera rch y o f n eed s  b y p rop os in g  th a t
“each o f us is endowed at birth w ith a complete, and, to some extent, 
unique complement o f needs that, allow ed expression by our 
environment, w ill foster our grow th in a healthy direction” (M as low ,
1970, p. 77-104).
So the en viron m en t is  a rgu ed  to p rovide the scope for  m otiva tion  to b e rea lised
and  th en  its  ach ievem en t. It w ou ld  follow  th a t if circu m s ta n ces  do n ot a llow  a
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m otiva tion a l n eed  to em erge then  th is  does  n ot m ea n  it d oesn ’t exis t b u t tha t it is  
m erely su b servient. It m a y b e therefore th a t the d ifferences  id en tified  in  the 
m otiva tion a l n eeds  o f s ta ff in  each  sam ple are du e to the n a tu re o f the d ifferen t 
environm ents  th a t each  a re exposed  to. In  th is  qu ote M a s low  h a s  a lso attem p ted  
to ju s tify the va ria tion s  fou nd  in  item s m ea su rin g  ea ch  need . H e su ggests  
uniqueness in  the com p lem en t o f the five needs  w h ich  m a y exp la in  w h y the na tu re 
o f the needs  w ere n ot iden tica l across  the sam ples . Th e u n iqu en ess  o f in d ivid u a ls ’ 
em otion s  and  in flu ences  w ill no dou b t im pa ct on  th eir  m otiva tion .
S u ch  in flu ences  w ill in clu de those in  the environ m en ts  w e are exposed  to, and  o f 
releva nce to the cu rren t resea rch  pa rticipan ts , th e w ork  en vironm en t. A t w ork  an 
em p loyee is  exposed  to a  n u m b er o f in flu ences , from  the w id er organ isa tiona l 
cu ltu re, to th ose o f the depa rtm en t and in d ividu a l services. Th is  ca n  b e evidenced  
in  th e w a y w ork  is  organ ised  and  com pa n y policies  and  p rocedu res , w h ich  a ll 
reflect a  pa rticu la r style o f m a n a gem en t th a t ha s  b een  adopted  b y m anagers .
O ther in flu ences  on on e’s m otiva tion  in  the w ork  role are those b rou gh t b y the 
in d ivid u a l’s cu ltu re. S ocia lisa tion  in to the w id er society is  grea tly in flu enced  b y 
su ch  environm en ta l factors  as socia l class, geography, and fam ily, as  w ell as 
b iologica l in flu ences  in clu d in g  sex, age and eth n icity. Th e a ffect th a t ea ch  o f these 
ha s  on the in d ividu a l w ill a lso b e b rou gh t to the w ork  role and  th eir su b sequ en t 
m otiva tion  in  th is  arena .
A ccord in g to th e theory, on e’s socia lisa tion  and en viron m en t does  n ot in flu ence 
the exis tence o f the five needs  thou gh . M a s low  m a in ta in ed  th a t the cla ss ifica tion  
o f m otiva tion  in to five types  o f needs  is  in na te and  it is  the role o f the en viron m en t 
to a llow  th em  to be rea lised  and sa tis fied. A lth ou gh  th ere w ere d ifferen ces  in th e 
m otiva tion  o f the m a le and  fem a le sam p les , th is  is  n ot an  accu ra te or relia b le 
m easu re o f the inna te stru ctu re p roposed  b y M as low . S ex is  ob viou s ly gen etica lly 
d eterm in ed  b u t it is w id ely a ccepted  th a t one is  socia lis ed  in to on e’s gen d er (e.g. 
B erk, 1994) so exposu re to these en vironm en ta l in flu en ces  w ou ld  n ot m a ke 
gender a  relia b le tes t o f the endow m en t o f th e five need s  a t b irth .
It is  d ifficu lt to con trol for the environ m en ta l/ socia l in flu en ces  th a t a ffect 
m otiva tion  (w ithou t goin g in to grea t experim en ta l and  a n th ropologica l stu dy) b u t 
in  th e cu rren t investiga tion  it is  poss ib le to exp lore the im p a ct o f one su ch  
in flu ence. Th e organ isa tiona l cu ltu re th a t the a n cilla ry s ta ff a re exposed  to w ith in
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th eir N H S  Tru s t or U n ivers ity can b e cons idered  w ith in  the scope o f th is  research . 
Pa rticip a n ts  w ere inclu ded  from  25 Tru s ts  and 8 U n ivers ities  in  the U K, so it is  
cons idered  poss ib le to exp lore for  m otiva tion a l d ifferences  in  term s  o f the cu ltu re 
o f their organ isa tion .
O ne o f the con trib u tion s  to know ledge th a t th is  p iece o f resea rch  m a kes  is the 
s tu dy o f m otiva tion  in  low er level s ta ff w ith in  the orga n isa tion a l s tru ctu re, s ince 
p reviou s  stu d ies  have focu ssed  on those h igh er u p  in  the organ isa tion . H ow  
m a nagers  and  p rofess ion a ls  are m otiva ted  w ill u n d ou b ted ly in flu en ce th e w a y they 
in  tu rn  m otiva te those th ey a re respon s ib le for and  so in flu en ce the n a tu re o f their 
s ta ffs  m otiva tion . It is th is  poss ib le va ria tion  in  the w ork  en viron m en t o f the 
a ncilla ry s ta ff th a t m a y in flu ence their  m otiva tion  and  has  b een  chosen  for th is  
exp lora tion  in to socia l influ ences .
A  selection  o f th eory and  resea rch  w ith in  the field  o f m a n a gem en t styles , 
p a rticu la rly in  the pu b lic sector, w ill n ow  b e exa m in ed  th a t a re con s idered  
releva n t to the resea rch  sam ple. Follow ing  th is  the poten tia l in flu en ce o f su ch  
m a n a gem en t s tyles  on  a ncilla ry s ta ffs  m otiva tion  w ill b e exp lored .
M anage m e nt  Sty le
Th e style th a t m anagers  a dopt ha s  received  grea t a tten tion  in  b u s in ess  resea rch  
reflectin g the im portance o f its  consequ ences  (e.g. efficiency, s ta ff reten tion , s ta ff 
m otiva tion  and cu s tom er sa tis fa ction ) (D ru cker, 1954; M in tzb erg, 1989 ). O ne o f 
the m os t p rom in en t w riters  in  th is  field  is  M cG regor (1960) w h o w a s  actu a lly 
in flu en ced  b y M a s low ’s th eory in  the developm en t o f h is  ow n  (S tephens , 2000, p. 
63). H e form ed  the notion  o f tw o d is tin ct s tyles  o f m a n a gem en t determ in ed  b y the 
th eory the in d ividu a l adopts  ab ou t their s ta ff29.
Th e role o f the m a n a ger in  a ny organ isa tion  is es sen tia lly to m a ke policy 
decis ions , p la n  h ow  these can  be ach ieved, organ ise h ow  to a ch ieve them , co ­
ord in a te the pa rts  n ecessa ry to a ch ieve and  con trol opera tion s  (B iddle, 1980) . The 
style adopted  to deliver th is  role can  va ry cons iderab ly, as  in d ividu a ls  have
29 F o r  a  d i s c u ss i o n  o f  M c G re g o r ’s t h e o ry  t u rn  to  C h a p t e r  2 .
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d ifferen t person a lities  and  socia lisa tions . It is  the in flu ence o f th is  th a t is  the 
focu s  o f th is  s tage o f exp lora tion . In  the cu rren t in ves tiga tion , one com m on a lity 
exis ts  b etw een  the organ isa tions  th a t is  cons id ered  to in flu en ce the n a tu re o f their 
w id er cu ltu re. Th e fa ct th a t the pa rticipa tin g N H S  Tru s ts  and  U n ivers ities  are a ll 
fu nded  b y and  a ccou n ta b le to the pu b lic th rou gh  the G overnm en t, w ill a ffect the 
n a tu re o f the p olicies  and regu la tion s  th a t a re adopted  and en forced  as w ell as the 
scope a llow ed  for  m a n ageria l innova tion . It is  w ith in  these con s tra in ts  th a t all 
m a na gers  w ith in  the pu b lic sector have to m anage, and  is  a pp ropria te to a ll the 
in s titu tion s  p a rticipa tin g in  the resea rch  and  poten tia lly h ow  s ta ff w ith in  these 
orga n isa tions  are m otiva ted .
Th e cons tra in ts  o f the pu b lic sector have p reviou s ly b een  inves tiga ted . D ru cker 
cons idered  the pu b lic sector in two com ponen ts : n on profit orga n isa tion s  and  the 
federa l governm en t, and iden tified  five m a in  d ifficu lties  for  m a n a gin g  th e non profit 
orga n isa tion  (w h ich  w ou ld  in clu de th ose organ isa tions  in  the cu rren t resea rch ). 
Th eir  cons tra in ts  w ere tha t th ey w ere:
1. la ck in g a  b ottom  line su ch  as profits , sa les, or m a rket sha re as  m ea su res  of 
perform ance;
2. con cen tra tin g on  a  single pu rpose and avoid in g p res su res  to in crea se their 
reach  b eyond  their ob jective and com petence;
3. ten d in g to equ a te su ccess  w ith  b u dget size;
4. servin g a  m u ltitu de o f constitu en ts , som e w ith  a  ves ted  in teres t in  p reservin g 
in effective b u t s till des ired  activities ;
5. ten d in g tow a rd  righ teou sness  (or m ora lism ), w h ich  p rom pts  goa ls  from  an 
a b solu te perspective ra th er than  an  econom ic (or cos t- b enefit) one
(G azell, 2000, p. 50).
D ru cker’s w ritin gs  w ere focu ssed  on the U S  pu b lic sector, b u t the ab ove poin ts  
w ou ld  still a pp ly to the U K pu b lic sector w ith  inclu s ion  o f the N H S  and  
U n ivers ities  as n onprofit organ isa tions .
❖  A lth ou gh  th e N H S  and U n ivers ities  have b u dgets  as  D ru cker cha racteris ed ,
th ey do not m ake p rofits  or sa les;
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❖  the N H S  and  U n ivers ities  do concen tra te on a  s in gle pu rpose, to m ake w ell and 
edu ca te respectively, and a im  to excel w ith in  the pu rposes  ra th er than a  w ider 
ob jective;
❖  b u dget size is  often a  m easu re o f su ccess  for th e N H S  and  U n ivers ities  b ecau se 
th is  is  the on ly b ottom  line th ey have. Th is  is especia lly so for the N H S  w ith  
recen t changes  in  the dis trib u tion  o f fu n d in g accord in g to perform ance (N H S  
Plan , 2000 ).
❖  th e N H S  does serve a  m u ltitu de o f cons titu en ts  from  the m illion s  o f p a tien ts  it 
serves  to the loca l com m u n ities  it pa rtners , as  do U n ivers ities  in  the s tu den ts  
th ey a ttract. Th ese arm s  o f the U K pu b lic sector do a lso p reserve som e 
ineffective a ctivities  tha t a re still needed , m ore so in  the N H S  w ith  cos tly 
opera tions  than  u n popu la r cou rses  in  U n ivers ities ;
❖  and  fin a lly the N H S  does strive tow ards  an a b solu te m ora lis tic a pp roa ch  in 
h ea lin g and p reven tin g s ickness , than  one o f cos t b enefit, and  for U n ivers ities  
th is  is  to edu ca te fu tu re genera tions .
Th e U K pu b lic sector has  a lso b een  cons idered  for the con s tra in ts  it exerts  on  its  
m a na gers  b y R ing and Perry (1985). Th ey fou nd  the key con s tra in ts  to b e the 
a m b igu ity o f p olicy d irectives , a  grea ter n u m b er o f effective in teres t grou ps , 
rela tive openness  o f decis ion -m aking, u n rea l tim e con s tra in ts  and  rela tive 
in s ta b ility o f p olicy coa lition s. A ll a re tru e for the N H S  and  U n ivers ities  and the 
style o f m a n a gem en t adopted  m u s t b e one th a t respects  and  respon d s  to these 
constra in ts .
B rookfield  (2000) a lso considered  m a n a gem en t in the U K p u b lic sector, w ith  
pa rticu la r reference to the N H S. He recogn ised  th a t p u b lic sector orga n isa tion s  are 
n ot a lw ays  describ ed  in  econom ic term s  and  so a re n ot solely econom ic. H e saw  
the N H S  as a  ‘social institutional structure w ith elements o f economic organisation ’ 
(p. 17). H e su ggested  th a t in nova tion  and evolu tion  are res tra in ed  w ith in  th e 
p u b lic sector b ecau se the p rincipa l m echa n ism  for p olicy d evelopm en t com es  from  
cen tra l m anagem en t. Ind ividu a l N H S  Tru s ts  ca n n ot a ct in  isola tion  b eca u se o f 
regu la tion , and politica l p rocesses  take the lead. G rea t regu la tion  is  a lso p la ced  on 
m a n a gem en t w ith in  th e N H S, and w ith  reference to the fa cilities  m a n a gem en t
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fu n ction 30 these in clu de C on trols  A ssu ra n ce (2000), and  m a n d a tory hea lth  and 
sa fety and  environm en ta l issu es .
Fu rth er cons tra in ts  for the N H S  in clu de the changes  in  th e m a rket s tru ctu re. 
Follow in g genera l m a n a gem en t in  the 1980s w a s  the in trodu ction  o f the in terna l 
m a rket in  1990 w h ich  d is tingu ished  b etw een  pu rch a sers  and  p rovid ers  o f 
services . Th e G overnm en t im posed  the m odel o f a  m u lti- d ivis ion a l com pa n y w ith  
fin a n cia l perform a nce and service standa rds  closely m on itored  b y cen tra l 
governm en t. Tru s ts  in  effect b egan  to act as b u s iness  u n its  (B ach  1998).
A ccom p a n yin g th is  reform  w a s  a  fu rther  m a n a gem en t respons ib ility, w ith  the 
devolu tion  o f respon s ib ility for em p loym en t p ractices  “from central government to 
local level w ith Trust managers granted considerable discretion to devise their own 
terms and conditions o f employment” (B ach, 1998). Pa y and  cond ition s  o f services  
w ere often  determ ined  loca lly, as w a s  the p rom otion  o f a  ra n ge o f m ore flexib le 
em p loym en t p ractices , b u t som e su ch  as W h itley C ou ncil gra des  con tinu ed . The 
style in  w h ich  the s ta ff w ere m anaged  w a s  a lso a t the d iscretion  o f the Tru st, 
p rovid in g opportu n ity for innova tion . H ow ever a s B ach  (1998) a rgu es
“despite important changes in w orking practices, the possibilities fo r 
a more strategic approach towards the management o f s taff in the 
NHS remains heavily constrained by national policies and central 
government intervention w hich inhibits management autonomy at 
Trust level” (p. 565).
Th e N H S, now  u n d er a  Lab ou r govern m en t, has reta in ed  the p u rch a ser and  
p rovider divide b u t rep laced  in terna l m a rket com petition  w ith  colla b ora tion  and 
pa rtnersh ip  w ork in g (D epa rtm en t o f H ea lth , 1998 ). Th e resp on s ib ility for 
deliverin g services  rem a ins  a t loca l level w ith  a rra n gem en ts  for  m on itorin g 
perform ance. Th e aim  is n ow  a lso to redu ce b u rea u cra cy b y m ergin g organ isa tions  
su ch  as  h ea lth  au thorities  and N H S Tru sts .
Th e seem in g ly ever changing and po litica lly-d riven  tens ions  o f the N H S a ccord in g 
to G oodw in  (2000) p rovides  scope for  m a n a gers  to w ork  d ifferen tly and develop  a
30 w i t h  d e p a r t m e n t a l  re sp o n s ib i l i t y  f o r  an c i l la ry  s t a f f
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lea dersh ip  approach  (p. 49). W ith in  the N H S, he em ph a s ises  th e im porta n ce o f 
m a n a gers  develop in g extern a l rela tionsh ips , n etw orks  w ith in  the orga n isa tion  and 
to u se in ter-person a l rela tion sh ips  to b a lance loca l p riorities  a ga in s t th e national, 
govern m en t aim s. N etw orkin g w ith in  the N H S  has  b een  show n  to develop  su ch  
person a l a ttrib u tes  as an ab ility to persu ade, develop  lon g- term  rela tion sh ip s  and  
a cqu is ition  o f s trong com m u n ica tion  and  lis ten in g skills  (Ferlie and  Pettigrew , 
1996). G oodw in  su ggests  th a t
“the successful health service manager o f the future udll have to be 
dependent not only upon establishing a successful partnership 
w ith politicians and professionals but also achieving greater inter-  
organisational collaboration by transcending traditional 
organisational boundaries, particularly if improvements to both the 
population's health and health service are to be achieved''
(2000, p. 58).
Th e a forem en tioned  s tru ctu ra l con stra in ts  on N H S  m a n a gers  can  b e cla s s ified  as 
socia l fa ctors  in flu encing  the m a n a gem en t s tyle and  other in flu en ces  on th e style 
adopted  in clu de persona l factors  (b ased on  person a l ph ilosoph ies ) and  
orga n isa tion a l fa ctors  (b ased on expecta tions  o f su periors  and  su b ord in a tes ) 
(S avage, 1990). U s in g this  approach  therefore the s tyles  u sed  b y th ose w ith in  the 
N H S  and a n y organ isa tion  w ou ld  vary.
Price and  Akh la gh i (1999) con s idered  m a n a gem en t s tyles  w ith in  ch a n gin g 
organ isa tions  and the style n eeded  to m a ke su ccess fu l tra n s form a tions . Th e 
B u s in ess  Process  Reengineering (B PR) tra n s form a tion a l a pp roa ch  recogn ises  
m a n a gem en t w ith in  organ isa tions  as m ech a n is t or Ta yloris t and  w ith in  these 
organ isa tions , m anagers  a re focu ssed  on ta sk  a ccom p lish m en t b y d ivid in g tasks  
in to sm a ller com ponen ts  th a t a re m a n a gea b le b y others . Peop le b ecom e specia lis ts  
a t sm a ll ta sks  and organ isa tions  need  grea ter  m ech a n ism s  for co-ord in a tion  
(adm in is tra tion ). W ith in  these organ isa tions
“managers do the thinking, the planning, controlling and co­
ordinating, while others -  operatives -d o” (ibid., p . 160).
Evaluat ing  the appl i cabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anci l lary st a f f
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A n  a lterna tive m ode o f orga n isa tiona l tra ns form a tion  is  con s idered  from  the 
‘hu m an  rela tions  sch ool’, w h ere orga n isa tions  are view ed  as a  livin g sys tem  and 
w ork  w ith in  them  is  seen as an  in trins ic h u m an  activity. In th is  a pp roach  
orga n isa tion s  a re seen  to b e lea rn in g and Price and  Akh la gh i cite su pport for th is  
notion, w h ere
“higher rates o f innovation and adaptation characterise more 
successful organisations and that fas ter ‘learning’ is  an adjunct, to 
if not a prerequisite o f success ’’ (p. 160).
W ith in  these organ isa tions , job s  requ ire a  va riety o f sk ills  and  know ledge, and  are 
b roa d ly defined . E m p loyees  have sha red  vis ion s  and  va lu es  w h ich  a llow  con trol to 
b e m ore in terna l. Th e m a n a gem en t role h ere is to crea te the en viron m en t w h ich  
enab les  the a ch ievem en t o f ou tcom es , ra th er than  to specify h ow  it is  done:-
| “Management equates to design and leadership’’ { ibid., p. 161).
Th e pa rticipa tin g popu la tion s  u n der cons idera tion  are from  the fa cilities  
m a n a gem en t fu nction  w ith in  an organ is a tion . Th e m a nagers  o f these fu n ction s  
tend  to take a  m ore ‘m ech a n is tic’ a pproach  to m anagem en t, du e to th eir 
qu an tita tive b a sed  p rofess iona l tra in ing and experien ce (su rveyin g and 
engin eerin g)31 b u t a ccord ing to Price and Akh la gh i (1999), grea ter su ccess  is 
ach ieved  from  the ‘lea rn in g’ approach  (p. 161).
Th e a forem en tioned  con stra in ts  on the pu b lic sector a re com m on  to a ll th e 
orga n isa tion s  in  th e p resen t inves tiga tion . H ow ever, th e leew a y from  these 
con s tra in t fa lls  a t loca l level in  the style o f m a n a gem en t adopted , w h eth er th is  b e 
Ta yloris tic and  ta sk  orien ta ted  or one th a t is  b a sed  on  hu m an  rela tions . S hou ld  
th e na tion a l cons tra in ts  dom ina te then  no d ifference w ill be detected  b etw een  the 
p u b lic sector organ isa tions  u n d er inves tiga tion . B u t if the m otiva tion  o f an cilla ry 
s ta ff differs, then  fu rther considera tion  o f the im p a ct o f m a n a gem en t style w ou ld  
b e recom m ended . D ifferences  in  s ta ff m otiva tion  a t in d ividu a l orga n isa tion s  w ou ld  
su ggest som e d ifference a t loca l level and  thu s  a  socia l in flu en ce on  m otiva tion . It
31 4 6 %  o f  m e m be rs  o f  t he  B r i t i sh  In st i t ut e  o f  F ac i l i t i e s M a n a g e m e n t  w e re  f o u n d  to  h av e  
p ro p e r t y , e n g in e e r in g  a n d  surv e y in g  ba c k g ro u n d  (1 9 9 9 , p . 9 )
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Evaluating the applicability o f Maslow 's theory o f motivation to ancillary s taff
mu st be noted however that this ana lysis can only be specu lative and exploratory 
in natu re becau se the amou nt o f data collected for each organisation is 
insu fficient for any test to be considered va lid (see Tab le 12.1 for response rates).
P re l im inary  inv e st igat io n  o f  m anage m e nt  st y le  on m o t iv at io n
Th e data  was inspected for differences in  motivation b etween organisations to 
explore for socia l in fluences. The exploratory natu re of this investigation allowed 
only an aggregate measu re o f motivation to be included. Participants’ level o f 
overa ll satisfaction w ith  their job  was measu red in  individu al organisations, u sing 
the question:
| Overall how satisfied are you in your job ?
C hart 12.1 illu strates the dispersion o f responses for each organisation, 
comprising o f twenty NHS Tru sts (a-t) and seven U niversities (aa - gg).
□ Vfeiysatisffcql
□ Satisfied
■  Neutral
□ D issat isfcd
□ \fery
dissalisffed
4 0 %  5 0 %  e c %
Ffcnaertaj£ o f  responses
100%
C h a r t  12.1  Overa l l  sat i sfact ion according to organisat ion
The levels o f satisfaction expressed b y the catering, domestic and portering s ta ff at 
each organisation do vary. S ta ff at Tru sts N  and T  w ere mu ch more dissatisfied 
w ith  their job  than others, indicating a  potential socia l impact on their motivation, 
at loca l level. The nu mber o f those responding from each Tru st and U niversity
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lim ited  th e s ta tis tics  th a t cou ld  b e em p loyed  for th is  p relim in a iy analys is , w ith  the 
sam p le s izes  show n  in  Ta b le 12.1.
N H S
T ru s t
n N H S
T ru s t
n U n iver s ities n
a 31 1 35 aa 22
b 123 m 16 bb 75
c 40 n 71 cc 52
d 43 0 37 dd 76
e 55 P 71 ee 32
f 77 q 29 ff 112
g 27 r 55 gg 104
h 73 s 67
i 42 t 26
j 61
k 72
T a b le  12.1  Num ber  o f  r espondent s p e r  organisat ion
Tw o form s  o f ana lys is  can  be u sed  for in terva l da ta  to a ssess  the d ifferen ces  in  
s ta ffs  sa tis fa ction . F irs tly the degree o f a s socia tion  b etw een  overa ll s a tis fa ction  
levels  exp ressed  b y the a n cilla ry s ta ff at each  orga n isa tion  ca n  b e m ea su red  to 
assess  the degree o f con s ta n cy in  m otiva tion . S hou ld  the s ta ffs  m otiva tion  va ry 
then  the second  form  o f ana lys is  w ill be em p loyed  to m ea su re the exten t and  
s ign ificance o f these d ifferences .
It is  poss ib le to u se th e m ore pow erfu l (pa ram etric) tes t o f a ssocia tion  for th e firs t 
correla tiona l m ea su re since the in terva l da ta  ga th ered  m eets  the a ssu m ption s  for 
su ch  tests. Th e Pea rson  correla tion  coefficien t w a s  adm in is tered  on the 
s a tis fa ction  da ta  to a ssess  for  u n iform ity in  s ta ffs  m otiva tion  across  the 
ins titu tion s . Th e resu lts  for th is  ana lys is  ind ica te very little a s socia tion  b etw een  
sa tis fa ction  exp ressed  b y the s ta ff a t each  orga n isa tion  (fu ll deta ils  o f th e resu lts  
are show n  in  Ap p en d ix 25) w ith  on ly 3 .1%  o f the resu lts  show in g s ign ifica n t levels  
o f a ssocia tion  b etw een  organ isa tions  a t the 0 .05 or 0.01 poin ts . Pos itive 
a ssocia tion  b etw een  overa ll levels  o f s a tis fa ction  a re show n  b y a  correla tion  o f +1, 
and  th e resu lts  illu s tra te the h ighest fou nd  for the cu rren t sam p les  w ere 0 .50 -  
0.58. Th e m os t con s ta n cy in  m otiva tion  w a s  fou n d  in  s ta ffs  sa tis fa ction  a t Tru s ts
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A  and  G  (r=0.508, p<0.01) and  Tru s t M  and U n ivers ity B B  (r=0 .583, p< 0.01). 
A lth ou gh  th e level o f a s socia tion  is  fa irly h igh  b etw een  these pa rticu la r 
organ is a tions , the d is trib u tion  o f th is  rela tionsh ip  th rou gh ou t ea ch  sam p le is 
lim ited . Th e la ck  o f a ssocia tion  b etw een  the m a jority o f the orga n isa tion s  su ggests  
th a t s ta ffs  overa ll level o f sa tis fa ction  appea rs  to b e in flu en ced  b y and determ in ed  
a t a  loca l level. Th is  then  in  tu rn  is  cons idered  to p oin t tow a rds  environm enta l, 
socia l and  cu ltu ra l in flu ences  on overa ll sa tis fa ction  as  a  m ea su re o f s ta ff 
m otiva tion .
S in ce the firs t ana lys is  fou nd  little a ssocia tion  b etw een  the sa tis fa ction  o f s ta ff a t 
orga n isa tion a l level, the second  in vestiga tion  w ill focu s  on  the exten t o f these 
d ifferences . Th e on e- fa ctor In depen den t G rou ps  A n a lys is  o f V a ria n ce (AN O VA) w a s  
em p loyed  to m easu re for d ifferences  in  sa tis fa ction  b etw een  the sa m p les . The n u ll 
h ypothes is  for th is  type o f ana lys is  is  th a t the popu la tion  m eans  are th e same, 
w h ich  im p lies  th a t th ere is  a  s ingle u n derlyin g popu la tion . A s  a  p a ra m etric test it 
is  n ot essen tia l to have the sam e nu m b er o f su b jects  in  ea ch  grou p  b u t if sa m p le 
s izes  do d iffer, th ey shou ld  n ot d iffer b y very m u ch . In  th is  ca se the grou p  sizes  
d iffer to a  la rge exten t as show n  in  Ta b le 12.1 w ith  grou p  sizes  ra n gin g from  16 a t 
Tru s t M  to 123 a t Tru s t B . B ecau se th is  a ssu m ption  o f the pa ra m etric tes t w as  
n ot m et an  a lterna tive had  to b e u sed .
Th e Kru ska l-W a llis  H Tes t is  the n on -pa ra m etric a ltern a tive to the on e- fa ctor 
A N O V A  in  th a t it is  u sed  for decid ing w h eth er in depen den t grou p s  are from  the 
sam e or  d ifferen t popu la tion s . It essen tia lly exa m ines  w h eth er the scores  in  som e 
o f the grou ps  a re grea ter than  the scores  in  oth ers  b y tes tin g w h eth er the ra nked  
scores  are d is trib u ted  even ly or u n even ly over the grou ps. For th is  tes t therefore 
da ta  ha s  to b e ranked, n on -norm a l and grou p va ria n ces  need  to differ, w h ich  ca n  
a pp ly to th is  da ta set as show n  in  the rejection  o f the pa ra m etric test. Th e resu lts  
for  n on -pa ra m etric tests  h ow ever m u s t b e con s idered  a longs id e the lim ita tions  o f 
su ch  tests. B ecau se they m ake no a ssu m ptions  a b ou t the data , for exa m p le b ein g 
n orm a lly d is trib u ted  or o f equ a l size, the degree to w h ich  the tes t fin d s  a n  effect 
th a t gen u in ely exis ts  is  redu ced . B y ra n kin g  the data , a ccu ra cy is  a lso redu ced  
s ince the m a gn itu de o f the difference b etw een  scores  is  les sen ed  (S im pson , 1994, 
p. 114). B u t a t th is  exp lora tory s tage o f the resea rch  th e rob u s tn ess  o f th e resu lts  
is  n ot a  p a ra m ou n t concern.
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Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's theory o f  mot ivat ion to anci l lary st a f f
Th e tes t w a s  ru n  u s in g the M on te C a rlo E stim ate, w h ich  m a kes  an u nb ia sed  
gu ess  o f the exa ct s ign ificance set a t 95% . Th is  w a s  u sed  in s tea d  o f th e 
a sym ptotic m ethod  for  m ea su rin g  s ign ificance as th is  a s su m es  th a t th e da ta set is  
qu ite la rge, so an y resu lts  fou nd  for sm a ll sam p les  w ou ld  b e spu riou s . Th e resu lts  
for the Kru ska l-W a llis  H tes t a re show n  in  Ta b le 12.2 w ith  the s ign ifica n t 
d ifferences  b etw een  s ta ffs  overa ll sa tis fa ctions  h igh ligh ted  a t the N H S  and  H E  
organ isa tions .
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Th e overa ll s a tis fa ction  exp ressed  b y the an cilla ry s ta ff a t Tru s t P  w a s  s ign ifica n tly 
d ifferen t to th a t reported  b y those in  other organ isa tions , w h ich  w ou ld  su gges t 
th a t sa tis fa ction  is  a t a  s im ila r level for the rem a in in g pa rticip a n ts . 77 .5%  o f s ta ff 
a t Tru s t P  w ere either sa tis fied  or very s a tis fied  w ith  th eir job s , and  on ly 4 .2%  
w ere d issa tis fied , w ith  none fa llin g in to the extrem e d is sa tis fa ction  ca tegory. 
A lth ou gh  s ta ff a t the other organ isa tions  w ere a lso sa tis fied  th ey w ere n ot as 
s a tis fied  as those a t th is  Tru st. Th e responses  o f on ly 72 a n cilla ry s ta ff form  th is  
op in ion  how ever, so the relia b ility and va lid ity o f th is  resu lt is  som ew h a t ten ta tive. 
O f cou rse the lim ita tions  o f non -pa ra m etric tests  shou ld  a lso b e cons id ered  in  
in terp retin g  th is  resu lt, p a rticu la rly s ince the size o f th e sam p les  a t each  
orga n isa tion  va ried  so m u ch.
O ne cou ld  ten ta tively conclu de th a t the s ign ifica n t d ifference in  sa tis fa ction  
exp ressed  b y s ta ff a t Tru s t P  does  poin t to va ria n ce a t loca l orga n isa tion a l level. 
Perhaps  the w ork in g cu ltu re a t th is  organ isa tion , in clu d in g policies , p rocedu re, 
and  en com pa ss in g  the m a n a gem en t style a re consen ted  b y th e s ta ff w h ich  th en  
has  a  pos itive im pa ct on their w ork  sa tis faction . It m a y b e th a t th is  Tru s t is  an  
exam p le o f a  ‘Lea rn in g O rga n isa tion ’ (Price and  Akh la gh i, 1999) w h ich  p rodu ces  
the m os t sa tis fied  w orkers .
Th ese conclu s ions  are o f cou rse specu la tive s ince th e na tu re o f the in ves tiga tion  is 
m erely an exp lora tion  o f socia l in flu ences  su ggested  b y M a s low  to im p a ct on  
h u m an  m otiva tion . Th e resu lts  h ow ever do poin t to som e d ifference in  sa tis fa ction  
accord in g to the in s titu tion  and a lthou gh  n ot s ign ifica n tly d ifferen t th ey w ere 
n eith er fou nd  to b e a ssocia ted. Th is  therefore su ggests  som e loca l d eterm in a n ts  o f 
m otiva tion  tha t,cou ld  inclu de cu ltu res , en viron m en ts  and  socia lis a tion s  o f the 
w id er organ isa tion , depa rtm en t or service. M u ch  fu rth er w ork  is  recom m en ded  
in to the socia l in flu ences  on  m otiva tion  pa rticu la rly w ith in  M a s low 's  th eory b efore 
a n y va lid  and  relia b le conclu s ions  can b e offered . Th is  shou ld  in clu de m u ch  la rger 
sam p les  th a t are equ a l in  size to m eet pa ra m etric a ssu m ption s  and  th u s  lend  
m ore pow erfu l solu tions . Add ition a lly fu rth er con trol shou ld  b e m a de o f the socia l, 
en vironm en ta l and  cu ltu ra l in flu ences  b ein g in ves tiga ted  to a llow  for m ore 
a ccu ra te findings .
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Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot i vat i on to anci l lary st a f f
Chapter thirteen
Co n c lusio n
Th is  resea rch  has  grow n  from  a  series  o f in ves tiga tions  spon sored  b y N H S  and 
U n ivers ity Facilities  M anagers, w ho w a n ted  resea rch -b a sed  eviden ce o f the goa ls  
a nd  ob jectives  th a t m otiva te their low es t level o f sta ff. In form a tion  o f th is  na tu re 
for p u b lic sector a n cilla ry s ta ff did  n ot p reviou s ly ex is t in  the fie ld  hence the 
resea rch  has  responded  to a  dem and  to fill a  gap and  w ill h a ve d irect app lica tion  
in  p ra ctice.
C on ten t theories  o f m otiva tion  d is tingu ish  the n a tu re o f goa ls  and  ob jectives  th a t 
peop le a re m otiva ted  by, w h ich  is  p recisely w h a t the m a n a gers  w a n ted  to 
u nders tand . A  con ten t m odel w a s  selected  follow in g con s idera tion  o f th ose in  the 
fie ld  to stru ctu re the resea rch  to a llow  a  rigorou s  and  rob u s t inves tiga tion . 
N evertheless  the resea rch  had  to be exp lora tory a s w ell s ince no oth er s tu dy had 
u sed  a  con ten t m odel to a ssess  a ncilla ry s ta ff m otiva tion , so the resea rch  cou ld  
a lso exam ine the appropria teness  o f a  th eory to a  n ew  set o f w orkers . O f a ll the 
a pproa ches  to m otiva tion  in  p sych ology and  their  a da pta tion  for orga n isa tion a l 
b ehaviou r, the au thor ha s  grea ter sym pa thy for the h u m a n is tic approach . Th is  
a rgu es  th a t peop le are u ltim a tely m otiva ted  b y person a l grow th  and  developm en t 
and  so ta kes  an op tim is tic and fea s ib le view  o f w h a t it is  to b e h u m a n  com pared  
to other a pp roaches  th a t p resu m e b eh a viou r  is  the resu lt o f in volu n ta ry responses  
to s tim u li or m en ta l p rocesses . Th is  n eed  for a  con ten t th eoiy, s ym pa th y for the 
hu m a n is tic school o f th ou gh t and its  p reviou s  app lica tion  to th e w ork  settin g led 
to th e selection  o f M as low 's  th eory o f h u m an  m otiva tion  (1943).
M a s low ’s m odel con tinu es  to b e a  cu rren t exp la n a tion  o f m otiva tion  eviden ced  
th rou gh  its p op u la rity in  a  va riety o f d iscip lin es , ra n gin g from  p sych ology to 
nu rs in g, b u s in ess  and  edu cation . It h a s  a lso seen  extens ive app lica tion  in  
p ra ctice, b u t resea rch  on the theory in orga n isa tion a l settings  has  ten ded  to focu s  
on  m a n a geria l or p rofess iona l w orkers  ra th er th an  th e fron t- line, m a jority 
w orkforce. Resea rch  in to the m otiva tion  o f 'low  level' N H S  and  H E  a n cilla ry s ta ff 
cons titu tes  an extens ion  to the th eoretica l a pp lica tion  o f M a s lovia n  psych ology.
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Th e sponsorsh ip  o f and  a ccess  for the resea rch  d id  con s tra in  the m ethodologica l 
approach . Th e in form a tion  th a t the in ves tiga tion  p rod u ced  had  to b e in  a  form  
th a t w a s  va lu ed  b y the key s takeholders  if it w a s  to b e received  as a  con trib u tion  
to th eir know ledge; one likely to b e applied. M anagers  in  W es tern  organ isa tions  
tend  to be p ra ctica l and ra tiona l ra th er than theoretica l and  id ea lis tic 
(H annab u ss , 2001, p. 359) and th is  is pa rticu la rly tru e o f fa cilities  m anagers  
w h ose b a ckgrou nd s  rela te to ob jective and  im person a l p rofess ion s  su ch  as 
engineering, p roperty or su rveyin g (B IFM , 1999, p. 9). Th eir  kn ow ledge is  therefore 
in clin ed  tow a rds  ob jectivity ra th er than  su b jective thou ghts , id ea s  and  feelings . As  
show n  in  C hapter 4, a  pos itivis t approach  w a s  determ in ed  as the m os t 
app ropria te m ethod  th a t w ou ld  m eet the m a n a gers ’ ep is tem o logy and  the resea rch  
con text. Th e sponsors  in itia lly w a n ted  evid ence o f th eir s ta ffs  m otiva tion  
exp ressed  in  com pa rab le pa ram eters  th a t cou ld  b e ju d ged  a ga in s t oth er Tru s ts  or 
U n ivers ities  in  the Fora . Th e m eth odo logy con s idered  m os t app ropria te to a dopt 
w a s  a  qu estionna ire th a t w ou ld  ga ther da ta  from  s ta ff in  an  a ppa ren tly ob jective, 
com pa ra tive and  qu antifia b le form at. Fu rtherm ore th is  a pp roa ch  a lso m et the 
tim e and fin ancia l cons tra in ts  o f u n derta k in g a  sponsored  p iece o f w ork, and  
enab led  the s tu dy across  the geograph ica l sp read  o f th e pa rticipan ts .
In  the op in ion  o f the au thor it w ou ld  have b een  m ore condu cive w ith  the 
hu m a n is tic m odel selected, to have in itia lly adopted  a  ph en om en ologica l a pp roa ch  
as th is  cou ld  have tapped  the person a l experiences , in s ights , in tu ition s  and  
ju d gem en ts  o f the ancilla ry s ta ff th em selves  in  th eir ow n  fra m e o f reference. A  
qu estionna ire cou ld  then  have b een  des igned  b ased  on  th e s ta ffs  in terp reta tion  o f 
the need s  to increa se its  va lid ity th a t cou ld  then  ga th er the ob jective set o f da ta  
th a t the m a n a gers  preferred . H ow ever in  th e m a n a ger’s fram e o f reference, th ey 
firs t n eeded  the da ta set to see the w orth  and  va lu e o f the resea rch  and th eir 
su pport w a s  pa rticu la rly im porta n t to secu re a  resea rch  sam p le.
In  su pportin g eclectic research , the au thor then  su ggested  con s id erin g the s ta ffs  
m otiva tion  fu rther  u s in g a  com p lem en ta ry approach  to th e s ta tis tics  th a t h ad  
b een  ga thered . Th e ph enom enologica l m eth odo logy o f focu s  grou ps  w a s  
recom m en ded  to the m anagers  to id en tify the person a l kn ow ledge and  
u n d ers ta n d in g o f the ancilla ry s ta ff in  their  socia l w or ld . Th e m a n a gers  su pported  
th is  recom m enda tion , b oth  in  fin a n cia l term s  and  b y  a llow in g access  to th eir  s ta ff 
to pa rticipa te in  the resea rch  d u rin g w ork in g hou rs . Th e su b jective kn ow led ge
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th a t is  ga th ered  u s in g th is  approach  help ed  to va lida te th e ob jective fin d in gs  o f 
the qu estionna ire.
A lth ou gh  th e resea rch  has  had  to accom m oda te a  n u m b er o f cons tra in ts , th is  
does  tend  to b e the case w h en  w ork  is  exp licitly sponsored  and  th ose fu n d in g  the 
resea rch  have th eir ow n  ob jectives  to m eet. Th e w a y in w h ich  th ese cons tra in ts  
h a ve b een  in corpora ted  h ow ever are n ot cons idered  to com p rom ise the va lid ity or 
relia b ility o f the resea rch  des ign  or resu lts , pa rticu la rly in  term s  o f th e volu m e o f 
s ta ff th a t cou ld  be inclu ded . B ecau se the resea rch  has  a lso b een  sponsored , it 
dem on s tra tes  th a t th is  is  a dd ress in g a  gap  in  the app lied  field  a n d  so can  b e 
cons idered  a  dynam ic, va lid  and w orth y con trib u tion  ab ou t rea l p eop le in  the rea l 
w orld .
To exam ine an cilla ry s ta ffs  w ork  m otiva tion  u s in g M as low 's  m od el two resea rch  
qu estions  w ere devised  to reflect the m a jor p ropos ition s  o f the theory. Th e 
evidence fou nd  from  the in ves tiga tions  for each  resea rch  qu estion  w ill n ow  b e 
cons idered  in  tu rn  a longs ide w h a t su pport ca n  b e offered  for th e fit o f M as low 's  
m odel o f m otiva tion  to th is  grou p  o f s ta ff and its  su b sequ en t a pp ropria teness .
Research Quest ion I
Does human mot ivat ion consist  o f  f i ve  needs namely physiological , safety, 
l ove &  belongingness, esteem  and sel f -ac tual isat ion?
Th e qu estions  inclu ded  in  the resea rch  qu estionna ire w ere des ign ed  to reflect and  
u ltim a tely m easu re the need s  s tipu la ted  b y M a s low  to form  m otiva tion . Th e 
con ten t va lid ity o f the n eed - reflectin g qu estions  w a s  es ta b lish ed  from  the 
descrip tion s  given  b y M as low  (1943), p reviou s  in terp reta tion s  o f these 
cla ss ifica tions  in  other  m otiva tiona l resea rch  (Porter, 1961; Fried la nder, 1963; 
Rob erts  et al, 1971; Alderfer, 1966; Payne, 1970; M itch ell &  M ou dgill, 1976; B erl 
et al, 1984; S hou ra  and S ingh , 1999); and th e kn ow ledge o f the m a n a gers  
com m is s ion in g  the resea rch , ab ou t their  an cilla ry sta ff. Th e qu es tion s  w ere then  
extern a lly va lida ted  b y other resea rchers  for the exten t to w h ich  th ey reflected  
M a s low 's  needs  and their app lica b ility to the sam p le. To help  tes t the relia b ility o f
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th e needs , qu estions  reflectin g need  sa tis fa ction  and  im porta nce w ere ana lysed  
sepa ra tely32.
Factor ana lys is  w a s  app lied  to the an cilla ry s ta ffs  respon ses  to th e need  
sa tis fa ction  and  need  im portance qu estions, w h ich  w a s  u sed  to iden tify any 
in terrela tion sh ip s  in  their m otiva tion  th a t w ere redu ced  to a  set o f com m on  
u n d erlyin g dim ensions . Th ese d im ens ions  w ere then  con s idered  for their  fit to the 
need s  d is tingu ished  b y M a s low  in order to tes t Resea rch  Q u estion  I.
Responses  to the sam e qu estions  w ere ga th ered  from  tw o sam p les  o f a ncilla ry 
sta ff, as  th e resea rch  w a s  su pported  b y FM  m a nagers  in  tw o o f FM G C ’s pu b lic 
sector Fora . Th is  w a s  in itia lly u n derta ken  w ith  N H S  s ta ff and  then  it w a s  poss ib le 
to tes t th e relia b ility o f these find ings  w ith  an cilla ry w orkers  in  U n ivers ities . 
Repea ted  needs  across  b oth  sam p les  s igna lled  grea ter relia b ility. To exten d  th is  
p rocedu re fu rther, responses  w ere a lso tested  a ccord in g to add ition a l sha red  
cla ss ifica tions , n a m ely their w ork  role (ca tering, dom es tic and  porterin g sta ff) and 
gender. Aga in  needs  tha t w ere con s is ten tly fou nd  across  the sector, w ork  grou p 
and  gen der sam p les  w ere cons idered  m ore relia b le th u s  a llow in g a  m ore rob u s t 
exa m in a tion  o f M as low 's  s tru ctu re o f m otiva tion .
S evera l n eed s  w ere repea ted  b oth  in  the im porta nce and  sa tis fa ction  
in ves tiga tions  and across  the sam p les , and con sequ en tly sh ow  som e su p p ort for 
Resea rch  Q u estion  I. Ta b le 13.1 b elow  su m m arises  th e exten t to w h ich  need s  w ere 
shared.
32 T h i s  a lso  f o rm e d  t h e  s t ruc t ure  f o r  t e st in g  R e se a rc h  Q u e s t i o n  I I  r e la t i n g  to  t h e  p r o c e s s  o f  
m o t iv at io n , c o n s id e re d  la t e r  in  t h e  c h ap t e r .
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S a fety A ♦ A ♦ A ♦ A ♦ A ♦ A ♦ A ♦
In s titu tion a l sa fety *  ♦ A A ♦ A A ♦ A ♦ A
Love &  b elongin gness *  ♦ A ♦ A ♦ A ♦ A A ♦ A ♦
A u ton om y A . A A A A A
E steem A ♦ A ♦ A ♦ A ♦ A ♦ A ♦ A ♦
G enera l * A
S elf- a ctu a lis a tion ♦ ♦ ♦ ♦ ♦
Tab le 13.1 Summary table of needs found a  fou nd for  need satisfaction
♦  fou nd for  need importance
N ot on ly w ere the sha red  needs  cons idered  relia b le th rou gh  th eir repetition , b u t 
a lso b eca u se their na tu re w a s  cons idered  to reflect M as low 's  (1943) descrip tion s  
and  p reviou s  opera tiona lisa tions  o f the needs.
❖  Safety  m otiva tion  reflected  the n eed  for p red icta b ility, con s is ten cy and  
s ta b ility dem on s tra ted  b y the financia l m otiva tion s  o f the w ork  role. Ra te o f 
pay, job  secu rity, pens ion  schem es  and  b onu s  schem es  th a t m a y p rovid e 
a dd itiona l in com e in  the short-  and long- term  ca n  a ll be in terp reted  as 
es ta b lish in g sa fety in  w ork  and hom e life in  w es tern ised  cu ltu re. Th is  is  a lso 
va lida ted  th rou gh  previou s  opera tiona lisa tions  o f the n eed  in  oth er w orkers , 
w h ere m ea su res  have rela ted  to p red icta b ility a n d  secu rity (e.g. M itch ell and  
M ou dgill, 1976; Porter, 1961; S hou ra  and S ingh, 1999). A  sta b le level o f 
fina ncia l incom e a llow s cons is tency and  p red icta b ility in  on e’s lifes tyle and  
those o f on e’s dependan ts . Th is  is  cons idered  to b e close to M as low 's  
descrip tions  o f sa fety m otiva tion  in  a ll a spects  o f life, w h ere one is m otiva ted  to 
be sa fe from  harm , for stab ility, con s is ten cy and  fa irness , and  help s  to va lida te 
the need  as  appropria te to the an cilla ry w orkers .
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❖  Love and belongingness  needs  m ea su red  associa tions  w ith  im m ed ia te 
colleagu es  in  the an cilla ry w orkers . In  rela tion sh ips  w ith  co-w orkers  th ere is 
opportu n ity and  p rovis ion  for loving, ca rin g and  a ffectiona te rela tion sh ips  
w h ich  app rop ria tely reflect M as low 's  descrip tions  o f the n eed  as  w ell as 
con form in g w ith  p reviou s  a pp lica tions  o f the need  to w orkers  (Porter, 1961; 
Fried lander, 1963; H a ll and  N ou ga im , 1968; S h ou ra  and  S ingh , 1999). C a ring 
for others  and b elon gin gn ess  w ere a lso fou nd to b e m ea su red  b y s ta ffs  feeling 
o f b elon gin g  to a  team, and  aga in  is cons id ered  to su pport the appropria teness  
o f M as low 's  p ropos itions  to the an cilla ry staff.
❖  Esteem  need s  w ere con s is ten tly m ea su red  th rou gh  rela tion sh ip s  w ith  those in  
the w id er organ isa tion , pa rticu la rly su pervisors , m a n a gers  a n d  cu stom ers. 
C on ta ct w ith  those th a t can  in flu ence the w ork  role are con s idered  to p rovide 
the chance for recogn ition , a pp recia tion  and  a ch ievem en t th a t w ill th en  im pact 
on  on e’s eva lu a tion  o f the self. M a s low  describ ed  th is  type o f m otiva tion  as 
secu rin g feelings  o f self-w orth , capab ility, con fidence and  the sense o f 
u sefu ln ess  to the w or ld , w h ich  is  close to th e m ea su res  fou n d  in  the resea rch . 
E steem  m otiva tion  w a s  a lso s tim u la ted  in  the a n cilla ry s ta ff b y organ isa tiona l 
sys tem s  for p rob lem  solving and su ggestions , as these p rovide the scope for 
recogn ition  from  the w id er organ isa tion  as w ell as  app recia tion  and  respect 
from  close and d is tan t colleagu es . Aga in  the n a tu re o f th is  n eed  w a s  va lida ted  
b y th e opera tiona lisa tions  th a t have p reviou s ly b een  u sed  to tes t th is  n eed  in  
oth er w orkers  w h ere qu estions  have b een  in clu ded  on  ‘resp ectfu l rela tion s ’. 
H ow ever grea ter focu s  ha s  b een  given  to rela tions  w ith  those in  the w id er 
orga n isa tion  (e.g. M itchell and  M ou dgill, 1976; S h ou ra  and  S ingh , 1999) and 
n ot su periors  s ince the w orkers  in volved  have b een  in  a  fa irly sen ior ca pa city 
them selves .
Th ree o f the five needs  u n d er inves tiga tion  w ere con s is ten tly and  relia b ly fou nd  
and  can  b e su pported  as app licab le a spects  o f m otiva tion . Th e rem a in in g n eeds  
w ere either in con s is ten tly m easu red  across  n eed  sa tis fa ction , n eed  im porta n ce 
and  th e sam p les , or did  n ot a ppea r a t all.
Se lf-actualis ation  w a s  describ ed  b y M a s low  to b e th e des ire for self- fu lfilm en t 
and  to b ecom e everyth in g one is  capab le o f b ecom in g, and  in  p reviou s
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a pp lica tions  h a ve a ssessed  w orker’s des ire to develop  and  grow  b oth  
person a lly and  in  their w ork  role (A lderfer, 1967, 1969, 1972; H a ll and  
N ou ga im , 1968; Fried lander, 1963; and  Porter, 1961 ). A  n eed  close to th is  w as  
fou n d  in  th e an cilla ry s ta ff th a t m ea su red  their  m otiva tion  for  developm en t 
opportu n ities , su ch  as tra in ing and  m u lti-skilling, and  the ou tcom e o f th is  
developm en t, e.g. p rom otiona l p rospects . A s  show n  in  C h a p ter 10, the au thor 
p refers  to u se th e term  Growth to describ e th is  sou rce o f m otiva tion  in  the 
a n cilla ry s ta ff than  M as low 's  origin a l n otion  o f self- a ctu a lisa tion . A lth ou gh  he 
did  term  th is  n eed  a  ‘grow th ’ n eed  com pa red  to the low er level ‘b ein g’ needs, he 
describ ed  self- a ctu a lisa tion  m ore in  term s  o f a ch ievem en t, fu lfilm en t and  
u ltim a te a ccom p lishm en t th a t is  a t su ch  a  h igh  level th a t n ot everyon e is  ab le 
to a ch ieve or b e m otiva ted  by. It is  cons idered  too d ifficu lt to relia b ly a pp ly 
these descrip tions  to the item s  th a t have loa ded  togeth er for the a n cilla ry staff, 
and  ha rd  to assess  w ith in  the scope o f th is  resea rch  w h eth er these s ta ff 
possess  the cha racteris tics  o f a  s elf- a ctu a lised  person . Th ere is  grea ter 
con form ity b etw een  the need  fou nd  here for the a n cilla ry s ta ff and  A ld erfer ’s 
(1967) adapta tion  o f self-a ctu a lisa tion , than  M a s low 's  orig in a l form. H e defined  
the G row th  need  as the m otiva tion  to b e crea tive, have p rodu ctive effects  u pon  
on eself and  the environm en t, and  u tilis in g on e’s capacities  fu lly as w ell as 
develop in g n ew  ones  (as cited in  1972, p. 490). In d ividu a ls  do ca ll u pon  
exis tin g a b ilities  and crea te n ew  ones  th rou gh  tra in in g and  d evelopm en t 
opportu n ities , as  w ell as job  va riety; and  p rom otion  does  a llow  the in d ividu a l 
to h a ve p rodu ctive effects  u pon  th em selves  and  th eir en vironm en t, so th ere is 
cons id ered  to b e m ore su pport for th is  ‘G row th ’ la b el th a n  self- a ctu a lisa tion . 
N evertheless  the na tu re o f the needs  are rela ted , w ith  b oth  referrin g to 
rea lis in g on e’s poten tia ls  th rou gh  developm en t so it w ou ld  b e in va lid  to reject 
M as low 's  self- a ctu a lisa tion  need  b a sed  on  th is  in ves tiga tion  p u rely in to w ork  
m otiva tion . Th ere is  a  preference how ever to u se th e term  ‘G row th ’ to describ e 
th is  need  in  the a n cilla ry s ta ff over th a t given  b y M a s low  as it is  cons id ered  
m ore appropria te.
Th is  need  d id  n ot appea r for a ll the sam p les  h ow ever w h ich  com p rom ises  its  
relia b ility in  th is  inves tiga tion , and  w h ere it d id  em erge th is  w a s  on ly in  its  
im porta n ce n ot its  satis faction . Th is  cou ld  b e for a  n u m b er o f reasons . F irs tly 
M a s low  did  exp la in  tha t th is  need  is  n ever com p letely sa tis fied  w h ich  m a y 
exp la in  its  ab sence in  sa tis faction, and  its  a ppa ren t im portance. H ow ever it 
m a y a lso su ggest th a t the a ncilla ry s ta ff are m otiva ted  b y self- a ctu a lisa tion/
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grow th  b u t the m a n a gem en t style and organ isa tion a l cu ltu re do n ot crea te the 
opportu n ities  for th is  to b e rea lised , as M a s low  d id  recogn ise the im porta nce o f 
the en viron m en t in  op tim is ing needs . Th ird ly, it m a y b e th a t the grow th  
opportu n ities  offered  to the a n cilla ry s ta ff are n ot th ose th a t a ppea l to their  
in terp reta tion , and  m a y n ot even  fea tu re in  th e w orkp la ce. S ou rces  o f 
m otiva tion  ou ts ide o f w ork  th a t m a y m otiva te these s ta ff to b ecom e a ll th ey can 
b ecom e cou ld  b e th rou gh  their fa m ily or hom e rela tions , frien d sh ips  and in  the 
w id er com m u n ity, so th ey m a y n ever a ctu a lly b e sa tis fied  in  the w orkp la ce. It 
w a s  on ly poss ib le to cons ider the m otiva tion  o f the sa m p le in  th eir w ork  role in 
th is  stu dy, b u t the th eory is  one o f life as  w h ole and  an y fu tu re resea rch  shou ld  
a ttem pt to m ea su re an  in d ivid u a l’s m otiva tion  in  a ll a spects  o f th eir life. F in a lly 
the n eed  m a y have b een  opera tiona lised  m ore effectively in  n eed  im porta nce 
than  it w a s  in  need  sa tis fa ction  since it w a s  poss ib le to u se m ore qu estions  
rela tin g  to developm en t in  the im portance a na lys is  than  sa tis fa ction .
❖  P hy s iologica l needs  w ere n ot fou nd  to fit s ta ffs  w ork  m otiva tion . Th e item s 
th a t w ere p red icted  to conceptu a lise these su rviva l needs  in  the w ork  role 
ins tea d  loa ded  w ith  sa fety. Th e p rim itive n a tu re o f the n eed  for  sex, th irs t and 
h u n ger m a de a  rob u s t exam ina tion  in  th is  resea rch  im p ractica l. O th er tes ts  o f 
M as low 's  th eoiy have a cknow ledged  the in app rop ria ten ess  o f th e n eed  in  the 
w ork  role and  su b sequ en tly exclu ded  it from  th eir exa m in a tion s  (Porter, 1961; 
La w ler and  Su ttle, 1972; M itchell and  M ou dgill, 1976) w h ich  th is  resea rch  has  
n ow  con firm ed . Th ere is  a  cu ltu ra l con text to th is  irreleva n ce as in  w es tern ised  
society the m os t p rim itive needs  for food  and  sh elter are gu a ra n teed  (e.g. 
th rou gh  the w elfa re sta te in  the U K)33. M otiva tion  to m eet th ese p rim itive 
n eed s  exis ts  in  th e short- term . O ne ca n  feel hu ngry, b u t the m otiva tion  is 
im m ed ia te in  a ctiva tin g  b eh a viou r to go to the fridge and  get som e food , ra th er 
than  exertin g a  grea ter  n eed  to go h u n tin g or b eg for  m on ey to b u y food. 
Perhaps  the need  d id  not em erge b ecau se it is  too p rim itive to b e m otiva tin g in 
the w ork  role as  it shou ld  have b a s ic fu lfilm en t b efore one com es  to w ork . 
B ecau se M as low 's  m odel w as  n ot con fined  to the w ork  role, it cou ld  be th a t 
th is  n eed  on ly fea tu res  ou ts ide o f w ork . Th e n eed  cou ld  a lw a ys  b e ab sen t 
b ecau se it m a y n ot have b een  opera tion a lised  effectively in  th e qu estionna ire. 
A lth ou gh  a ll va lid ity and  relia b ility checks  th a t w ere poss ib le w ith in  the 
resea rch  lim ita tions  w ere incorpora ted , perha ps  p a y is  n ot a  su fficien tly 
p rim itive sou rce o f m otiva tion  to m ea su re these needs . Ph ys iologica l need s
33 A l t h o u g h  t h is m a y  be  a p p a re n t  in  t h o se  t h a t  t h e  w e l f a re  st at e  sy st e m  m i ss e s  su c h  a s  t h e
h o m e le ss .
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m a y therefore b e a  sou rce o f m otiva tion  for the a n cilla ry w orkers , b u t w a s  ju s t 
n ot m easu red . O n face va lu e how ever the resu lts  im p ly th a t the need  is  n ot an 
a ppropria te sou rce o f m otiva tion  for the an cilla ry s ta ff in  th eir w ork  role.
O ther th a n  the m os t p rim itive need, the resea rch  h a s  show n  su pport for the 
exis ten ce o f a ll oth er sou rces  o f m otiva tion  tha t M a s low  p roposed  in  h is m odel. 
Th ere is  s trong su pport for the relevance o f the rem a in in g being needs . Safety,
Love and  B elongin gness  and E steem  needs  w ere iden tified  as a ppropria te form s  o f 
m otiva tion , w ith  rem a rkab le con s is ten cy across  the sam p les . Th ere w a s  a lso 
su pport for a  G row th  n eed  (self- actu a lisa tion ) th a t w a s  con s is ten tly fou nd  in  the 
s ta ffs  n eed  im portance, how ever th is  w a s  less  rob u s t as the need  d id  not appea r 
in  need  sa tis faction . O vera ll there is  evid ence to p a rtia lly su pport Resea rch  
Q u estion  I.
Th ere w a s  a  fu rther need  to those given  b y M a s low  th a t con s is ten tly em erged  in  
the resea rch , and is  considered  to s igna l a  notab le add ition  to th e w ork  m otiva tion  
o f these sta ff. Th e n eed  for sa fety tha t is  ded ica ted  to th e w ork  role and its term s 
and  cond ition s  w a s  u n iform ly m easu red  b y trade u n ion  rela ted  item s . Th is  form  o f 
In s titu tion a l safety  m otiva tion  appea rs  to b e b a sed  on  the collectivis t app roach  
th a t trade u n ion  rep resen ta tion  ta kes in  s trivin g for it’s m em b ers ’ p red ictab ility, 
fa irness  and  sa fety in the organ isa tiona l setting . A s  w ell as the sense o f s a fety in  
the in s titu tion  w ith  the a w a reness  th a t these system s  exis t to p rotect w orkers .
Th is  need  how ever w ou ld  not h ave b een  iden tified  b y M a s low  s in ce th e firs t 
vers ion  o f h is  th eory o f m otiva tion  w a s  b ased  on life as  a  w h ole and  th is  resea rch  
is  specific to w ork  m otiva tion . Th is  excitin g  d iscovery ca n n ot th erefore b e 
cons idered  as con tra d ictory to Resea rch  Q u estion  I, in s tea d  it sh ou ld  be seen  as a  
developm en t o f the m otiva tion  M as low  iden tified  as ‘s a fety’ in  the w ork  role.
M a ny stu dies  o f h is  th eory have focu sed  on the w orkp la ce (Porter, 1961; H all,
1968; Law ler and  S u ttle, 1972; M itchell and  M ou dgill, 1976; Payne, 1970; B erl et 
al, 1984; S h ou ra  and  S ingh, 1999) b u t n one have fou n d  an a dd ition a l s a fety need  
close to in s titu tiona l sa fety. H ow ever  n one have in clu ded  qu es tion in g on tra de 
u n ion ism , w h ich  is  w h ere the d ifference m a y a rise. Tra d e u n ion ism  has  h a d  a  long 
h is tory w ith in  the U K pu b lic sector pa rticu la rly in  the h ea lth  service, edu ca tion  
sector and  loca l governm en t (B ean and  H olden, 1994; W illiam s , 1997).
M em b ersh ip  tends  to b e extensive in  the pu b lic sector b eca u se o f the s ector’s la rge 
size as an  em p loyin g u n it, w h ich  resu lts  in  a  h igh  degree o f im persona l, 
b u rea u cra tic ru les  th a t fosters  a  genera l aw a reness  am on g em p loyees  o f th eir
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collective in teres ts  and  the n eed  to advance them  as a  collective (B ea n  and 
H olden , 1994, p . 10). Th e sam e au thors  a lso fou n d  the typ ica l tra de u n ion  
m em b er to b e ch a ra cterised  as m a le, w ith  fa m ily respons ib ilities , in  m a nu a l w ork  
and  w ith  low  edu ca tiona l a tta in m en t (p. 13), w h ich  m a tched  a  portion  o f the 
resea rch  sam p le. Th is  m a y exp la in  w h y the need  w a s  so p rom in en t b u t a lso 
illu s tra tes  the va lid ity o f its  inclu s ion  in  the resea rch .
In s titu tion a l sa fety w a s  s tron gly rep resen ted  in  th is  res ea rch ’s sam p le th a t dep icts  
a  sou rce o f m otiva tion  th a t ha s  p reviou s ly b een  u n ta p p ed  in  the low  w aged , less  
secu re w ork in g popu la tion  o f the U K pu b lic sector . Fu rth er resea rch  w ill su sta in  
the va lid ity o f th is  type o f m otiva tion  to other w ork in g popu la tion s  in clu d in g those 
th a t h ave h igh er w a ges  and  w ork  in  the priva te sector, and  a lso h ow  m anagers  
can  b u ild  on th is  in  approaches  to m otiva tion . Th e excitin g d is covery o f th is  n ew  
need  deserves  fu rth er resea rch  a ttention .
Research Quest ion II
Is the dynamic  nature o f  mot ivat ion descr ibed by Maslow th rough  the 
depr ivat ion-dominat ion and grat i f i cat ion-act ivat ion cyc le suppor table in 
the research  populat i on?
V ery little su pport w a s  fou nd  for the process  th rou gh  w h ich  M a s low  describ ed  
m otiva tion . For h im , if needs w ere to m otiva te an  in d ividu a l th ey firs t h a ve to b e 
deprived , s ince w h en  th ey are dep rived  th ey a re d om in a n t (im portan t) and 
b eh a viou r is  d irected  to m eet them . For m otiva tion  to com e from  a  h igh er need, 
the p resen t n eed  has  to b e gra tified  or sa tis fied  w ith  the con sequ en ce o f th is  
sa tis fa ction  b ein g the activa tion  o f the h igh er-ordered  need.
Th e correla tiona l in ves tiga tions  fou nd  no su pport for th is  p rocess . Th ere w a s  
s ligh t evidence for  the appropria te d irection  o f dep riva tion -dom in a tion  rela tion sh ip  
in  s ta ffs  low  sa tis fa ction  w ith  their sa fety need  w ith  its con tin u ed  h igh  
im portance. H ow ever th is  rela tionsh ip  in  the w orkp la ce is  fa ir ly w ell es ta b lish ed  in  
the item s  th a t w ere fou nd  to appea l to th is  need. S a fety m otiva tion  w a s  fou nd  to 
be fin a n cia lly b ased  for the pu b lic sector U K-b a sed  a n cilla ry s ta ff and  w a s  a lso the 
case for those h igh er pos itioned  in  other organ isa tions  show n  in  p reviou s  
in ves tiga tions  (Porter, 1961; H a ll and N ou ga im , 1968; La w ler and  S u ttle, 1972 ). 
B ecau se su rviva l in  m odern ised  societies  is  b a sed  on h a vin g the m ea n s  to 
pu rcha se food , d rin k and shelter, feelings  a ssocia ted  w ith  fin a n cia l ob ta in m en t
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are tra d ition a lly poten t. Th ere is  an in s tin ct to p rotect the item s  fou n d  to m easu re 
sa fety in  the w ork  role (pay and job  secu rity) b eca u se th ey are im porta n t a spects  
o f the low es t form  o f w ork  m otiva tion . Th e rela tion sh ip  fou nd  in  th e s ta ffs  sa fety 
needs , w ith  th eir low  sa tis fa ction  (depriva tion ) and  h igh  im porta n ce (dom ination) 
therefore su pports  Resea rch  Q u estion  II, s ince the th rea ts  to s a fety need s  have 
m otiva ted  the w orker to s tab ilise, secu re or im p rove th em  th rou gh  th eir increa sed  
im porta nce.
S u pport for Resea rch  Q u estion  II is  s till on ly s light for even  th e m os t p rim itive 
n eed  fou nd, and  w a s  la ck in g for a ll oth er  n eeds. Fu rth er resea rch  w ou ld  a lso b e 
recom m en ded  to estab lish  the rob u s tness  o f even  th is  s ligh tes t su pport for 
d yna m ism  in  sa fety m otiva tion . It m a y b e the ca se th a t th is  n eed  is a lw ays  
im porta n t b eca u se it is  so essen tia l for su rviva l and  a n y sa tis fa ction  is  n ot even  
reflected  in  its  im portance. A  longitu d ina l ana lys is  o f m otiva tion  is  en dorsed  to 
a llow  delib era tion  o f the changes  in  needs  as  w ell in  order to fu lly u n ders ta n d  the 
dynam ic p rocess  b etw een  needs . A s  the resu lts  o f the cu rren t in ves tiga tion  s ta nd  
th ou gh , the depriva tion -dom in a tion -gra tifica tion -a ctiva tion  cycle appea rs  
u n su pported  as  an  appropria te descrip tion  o f w ork  m otiva tion .
B eca u se the p rocess  o f m otiva tion  iden tified  b y M a s low  has b een  cha llen ged  so too 
h a s  the h iera rch ica l s tru ctu re o f hu m an  m otiva tion . W a h b a  a nd  B ridw ell (1976) 
a rgu ed  th a t
“Maslow 's need hierarchy theory is based upon causal logic, 
particularly the deprivation/  domination and the gratification/  
activation propositions. Once these two are supported, it may be 
possible to assume that the hierarchical notion is supported by  
e xte n s io n (p. 231)
B a sed  on th is  rea son in g  th en  w ith  the renu ncia tion  o f Resea rch  Q u estion  II is  a lso 
the rejection  o f the h iera rch ica l rela tionsh ip  b etw een  the. needs . Previou s  s tu d ies  
h a ve a lso s tru ggled  to su pport the five-  tiered  h iera rch y con cep t in  M a s low 's  
th eory o f hu m an  m otiva tion  w ith  su pport in s tea d  given  to a  tw o- level h iera rch y 
(Porter, 1961; H a ll &  N ou ga im , 1968; La w ler &  S u ttle, 1972; W a h b a  &  B ridw ell, 
1976; M itchell &  M ou dgill, 1976). Th is  is  b a sed  on the n a tu re o f the need s  fou nd  
w h ich  a ccu ra tely m a tch  those describ ed  b y M a s low  a s  being n eed s  and  grow th 
need . B ein g n eeds  are those th a t are s trivin g n eed s  th a t are pu rpos iven ess , 
m ea n s - to- a n -en d  m otiva tion , and  grow th  needs  a re th ose th a t are exp ress in g,
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grow in g and  b ecom in g  a ll one can  b ecom e. In  th is  resea rch , the being n eed s  o f 
sa fety, love and  b elongingness  and  esteem  w ere s tron gly su pported  as  b ein g 
sa tis fied  and  im portan t, b u t the sa tis fa ction  o f the grow th n eed  for self-  
a ctu a lisa tion  w a s  less  w ell su sta ined . Th e on ly n eed  n ot fou n d  to b e sa tis fied  b u t 
to b e im p orta n t w a s  the grow th n eed  w h ich  m a y su ggest th a t the n eed  is  a sp ired  
to in  the w orkp la ce b u t gen era lly u n sa tis fied  and  so rem a in s  m otiva tin g. Althou gh  
th e gra tifica tion -a ctiva tion  o f the grow th  need  appea rs  to com p lem en t M a s low ’s 
p ropos ition , th is  cou ld  n ot b e th orou gh ly in vestiga ted  in  th e cu rren t resea rch  du e 
to con fin em en t to the w ork  role, so fu rth er exa m in a tion  is recom m en d ed  to 
es tab lish  its  relia b ility and va lid ity.
Th e su pport show n  for the direction o f the p rocess  o f m otiva tion  describ ed  b y 
M a s low  w a s  n ot su fficien t to su pport Resea rch  Q u estion  II. A s  su ch  the p roposed  
d ynam ic rela tionsh ip  b etw een  the n eed s  is  rejected  as a ppropria te to the 
m otiva tion  o f these sta ff. N eeds  w ere fou nd  to h a ve a  s im ila r degree o f im portance 
and  sa tis fa ction  and o f no cons is ten t order in  a n y o f the ana lyses . Th ere is  m ore 
su pport for the p rocess  p roposed  b y A ld erfer (1969) to rela te h is  E xis tence, 
Rela tedness  and  G row th  needs  th a n  there is  for M as low 's  depriva tion -dom in a tion -  
gra tifica tion -a ctiva tion  cycle. A lderfer a rgu ed  th a t an  in d ividu a l ca n  m ove b oth  
u pw a rd  and  dow nw ard  w ith in  the h iera rchy, and  m ore than  one n eed  ca n  be 
m otiva tion a lly sa lien t at an y time, w h ich  is cons id ered  to su pport the resu lts  
fou nd  in  the sta tic ana lys is  o f the a n cilla ry s ta ffs  m otiva tion .
Co n t ribut io n  to  kno w le dge
Th is  resea rch  has  con trib u ted  kn ow ledge to a  n u m b er o f fields , b a sed  on  the 
n a tu re o f the sam ple, the resea rch  des ign  and  the resu lts  fou nd .
F irs tly the su pport th a t th e resea rch  has show n  for  th e m a jority o f th e needs  
p roposed  in  the m odel m akes  a  con trib u tion  to M a s lovia n  psychology, as  does  the 
la ck  o f su pport for p hys iologica l n eeds  in  the w ork  role and th e dyn a m ic 
rela tion sh ip  b etw een  th e needs. From  these fin d in gs  it is  n ow  poss ib le to ru le ou t 
the low es t sou rce o f m otiva tion  in  the w orkp la ce, for even  the low es t level o f sta ff. 
Previou s  stu d ies  (Porter, 1961; La w ler and Su ttle, 1972; M itch ell and  M ou dgill, 
1976) have conclu ded  the irrelevance o f p h ys iologica l n eeds  for s ta ff th a t are 
h igh er u p  the organ isa tiona l h iera rchy, su ch  as m a n a gers  and  p rofess iona ls , 
b a sed  on the a ssu m ption  th a t a re a dequ a tely sa tis fied . Th is  resea rch  h a s  n ow
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show n  th a t the sam e is  tru e for those a t the low es t level o f the organ isa tion  and  so 
rejects  the relevance o f phys iologica l needs  as a  sou rce o f m otiva tion  in  the w ork  
role p er se.
Th e very n a tu re o f the sam p le in volved  in  th is  resea rch  a lso con trib u tes  to 
M a s lovian  psychology, a s no a pp lica tion  o f th e m odel has p reviou s ly b een  m a de to 
th is  type o f staff. M a s low 's  th eory o f m otiva tion  has  b efore b een  tes ted  in  a  
n u m b er o f grou ps  o f s ta ff (e.g. Porter, 1961; Fried la nder, 1963; and  Rob erts  et al, 
1971 w ith  m anagers ; M itchell 8s M ou dgill, 1976; S h ou ra  and  S ingh , 1999 w ith  
en gin eers  and  accou ntants ; B erl etal, 1984 w ith  sa lespeop le; A lderfer, 1969, 1972 
w ith  b a n k  em p loyees ); b u t none have focu ssed  u pon  pu b lic sector an cilla ry staff. 
O ften  th e type o f s ta ff in volved  in  resea rch  is  determ in ed  b y those spon sorin g  the 
resea rch , as is  the case here. It w ou ld  appea r from  th e a forem en tion ed  s tu d ies 
th a t p riva te sector em p loyers  or fu n d in g b od ies  w ere in teres ted  in  the m otiva tion  
o f h igh er level em p loyees  in  the 1960s and 70s in  th e U S, and  n ot the low er level 
w orkers  in  the m a n u fa ctu rin g firm s, b a nks , u tility and  com m u n ica tion  
com pan ies. For FM  m a na gers  in  U K N H S  Tru s ts  and  U n ivers ities  a t the tu rn  o f 
the 21st cen tu ry, their concerns  over recru itm en t and  reten tion  o f the low est level 
o f th eir s ta ff u rged  them  to su pport resea rch  in to u n d ers ta n d in g the sou rces  o f 
m otiva tion  for these staff. W ith  the a pp lica tion  o f M as low 's  m od el to th is  
inves tiga tion , the resea rch  m akes  a  con trib u tion  to th is  field  o f psychology.
Th e des ign  o f the resea rch  a lso m akes  a  con trib u tion  to M a s lovia n  p sych ology in 
its  exp lora tory natu re. B ecau se no oth er in ves tiga tion  h a d  b een  u n derta ken  in to 
th e m otiva tion  o f an cilla ry s ta ff u s in g M as low 's  m odel, it w a s  d eem ed  n eces sa ry to 
ga ther em p ir ica l su pport for the need  cla ss ifica tions  and  u se th em  to a ssess  the 
p rocess  o f m otiva tion . Th is  w ou ld  ensu re a  m ore a ccu ra te and  rob u s t exa m in a tion  
o f the an cilla ry s ta ffs  m otiva tion  than  b a s in g  the in ves tiga tion  p u rely on a priori 
m easu res . Responses  to item s  rela tin g  to va riou s  a spects  o f the a n cilla ry w ork er ’s 
role w ere fa ctor a na lysed  freely, and so the need s  w ere form ed  b a sed  on  the 
u n d erlyin g s ta tis tica l a ssocia tions  b etw een  the item s . A lth ou gh  th e resea rch er had  
p recon ceived  ideas  ab ou t the type o f n eed  th a t ea ch  item  w ou ld  appea l, b a sed  on 
M as low 's  descrip tions , p reviou s  s tu d ies  and  the extern a l resea rch ers , it w ou ld  
have b een  in accu ra te to lim it the item s  to m ea su rin g specific need s  a s  th e 
in terp reta tion  m a y n ot have b een  correct for the a n cilla ry sta ff. Th is  know ledge, 
and  other checks  o f relia b ility and va lid ity (e.g. m a rker va ria b les , sa m p le s ize,
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in tern a l cons is tency) w ere in s tea d  u sed  to in terp ret the grou p s  o f item s  th a t 
loaded  togeth er in  each  ana lys is  for th eir con form a tion  w ith  M a s low 's  needs .
Th is  exp lora tory approach  m akes  a  con trib u tion  to the field  as a ll p reviou s  
in ves tiga tion s  o f M as low 's  need  cla ss ifica tions  have taken  a  m ore con trolled  
a lterna tive approach . C orrela tion  ana lys is  has b een  u sed  b y others  (A lderfer,
1966; M itchell &  M ou dgill, 1976; Porter, 1961; Rob erts  et al, 1971; H erm an  &  
H u lin , 1973; B eer, 1966) to gau ge the a ssocia tion  b etw een  item s  des ign ed  to 
m ea su re in d ividu a l needs  and from  th is  conclu de their  relevance, ra th er th an  
exp lore the type o f n eed  th a t each  item  appea ls . Th ey h ave a ssu m ed  th a t the 
item s  u sed  to opera tiona lise the needs  are a ccu ra te to th eir sa m p le and la ck  o f 
correla tion  b etw een  the item s  su ggested  la ck  o f su pport for the need , ra th er than  
exp lore if a ny o f the item s  em erged  as sepa ra te fa ctors . It m a y h a ve b een  th a t 
su fficien t in form a tion  exis ted  ab ou t the m otiva tion  o f th ose w orkers  form erly 
inves tiga ted , b u t s ince no other in ves tiga tions  had  b een  u n d erta ken  in to th e 
m otiva tion  o f a ncilla ry s ta ff u s in g M as low 's  n eed  cla ss ifica tion , th is  a pp roa ch  w a s  
cons idered  necessa ry.
A  second  field  tha t th is  resea rch  con trib u tes  tow ards  is  the w id er field  o f 
m otiva tion  theory, and m ore specifica lly to the a ltern a tive con ten t theories  th a t 
are offered  to M as low . Th e cons is ten t and  rob u s t su pport th a t ha s  b een  show n  in  
th is  resea rch  for the exis tence o f d is tin ct n eeds  for sa fety, love and  b elongin gness , 
es teem  and  to som e exten t grow th/  self- a ctu a lis a tion  in  the w ork  role p rovides  
evidence aga in s t those th a t p ropose few er sou rces  o f m otiva tion . H erzb erg (1966) 
p roposed  a  tw o- fa ctor th eory o f w ork  m otiva tion  th a t w a s  b a sed  on h is  resea rch  o f 
p rofess ion a lly qu a lified  accou n tan ts  and en gin eers . H e a rgu ed  th a t w orkers  have 
h ygiene fa ctors  th a t are b a s ic needs  su ch  as w ork in g cond ition s , pay, su pervis ion , 
co-w orker rela tions , sta tu s  and com pany policy, b u t th ey are n ot sou rces  o f 
m otiva tion  in s tead  th ey cau se dissa tis fa ction  w h en  th ey a re n ot m et. ‘M otiva tors ’ 
are ou ts ide o f b a s ic w ork in g condition s  and focu s  u pon  th e opportu n ities  in  the 
w orkp la ce for ach ievem en t, recogn ition , grow th , a d va n cem en t and  respons ib ility. 
Th ese a re a  sou rce o f m otiva tion  for w orkers  b u t the a b sen ce o f a n y o f these 
w ou ld  n ot have a  s ign ifica n t im pa ct on w orkers . Th e fin d in gs  o f th is  resea rch  in to 
a  m u ch  low er level o f w orker than  tha t cons id ered  b y H erzb erg, p rovides  evid ence 
a ga in s t anyth in g like a  tw o- level m odel o f m otiva tion . N eeds  em erged  th a t rela ted  
to p a y and  condition s , co-w orker rela tions, su pervis ion  and  sta tu s, as w ell as 
grow th , b u t a ll w ere d is tin ct sou rces  o f m otiva tion . Th e sa tis fa ction  and
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im porta n ce o f each  n eed  w ere a lso fa irly s im ila r so in  u s in g  th is  a pp roach  the 
resu lts  w ou ld  su ggest th a t a ll a re m otiva tors  for the a n cilla ry sta ff. Perhaps  the 
a b sen ce o f n eed  sa tis fa ction  in  the grow th  need  for th e an cilla ry s ta ff s igna ls  a  
d is tin ction  b etw een  th is  need  and the other being need s  th a t cou ld  b e close to th a t 
given  b y H erzb erg, b u t the con s is ten t d iscovery o f severa l need s  qu estions  the 
appropria ten ess  o f the tw o- fa ctor theory.
A ld erfer ’s (1967, 1969, 1972) re- cla ss ifica tion  o f M as low 's  m od el in to E xis tence 
(phys iologica l and  sa fety), Rela tedness  (love and  b elon gin gn ess  and  esteem ) and  
G row th  (self- actu a lis a tion ) can  a lso be qu estioned  w ith  the resu lts  show n  here. 
E vid ence from  the an cilla ry s ta ff is  cons idered  to sh ow  th a t love and 
b elon gin gn ess  and esteem  needs  a re tw o d is tin ct a nd  very d ifferen t sou rces  o f 
m otiva tion  and so shou ld  n ot b e grou ped  togeth er as a  n eed  for rela tedness . As  
m a in ta in ed  in  C hapter 1, the m otiva tion  for a ffectiona te and  lovin g rela tions  is 
com p letely d ifferen t from  the m otiva tion  for feelin gs  o f self-w orth , pride, 
a pp recia tion  and  recogn ition , and  so shou ld  n ot be lu m ped  togeth er as one need. 
Th ere is  m ore su pport show n  in  the resea rch  for the p rocess  o f m otiva tion  th a t 
A ld erfer p roposed  thou gh  than  th a t given  b y M aslow , and  so endorses  th is  
a lterna tive exp la na tion  o f the rela tionsh ip  b etw een  n eed s  to exp la in  m otiva tion .
A  fu rth er con trib u tion  to the field  o f w ork  m otiva tion  th eory or orga n isa tiona l 
b eh a viou r is  th e d iscovery o f a  new  n eed  in  w orkers . Th e con s is ten t loa d in g o f 
item s  rela tin g  to th e sa fety o f w ork in g  term s  and  con d ition s  in  the m a jority o f the 
a na lyses  con firm ed  the exis tence o f In s titu tiona l S a fety in the a n cilla ry sta ff. Th is  
m otiva tion  is to estab lish  p redictab ility, fa irness  and  sa fety in  the orga n isa tiona l 
settin g s igna lled  b y item s  rela ting  to trade u n ion ism , annu a l lea ve and  pens ion  
schem es . Th is  need  has  n ot b een  iden tified  in  a n y other s tu d ies  o f M as low 's  m odel 
in  w orkers  b u t it m a y not have b een  va lid  to in clu de qu es tion in g rela ted  to 
w orkp la ce term s  and cond ition s  for w orkers  a t m u ch  h igh er levels  or in  the type o f 
organ isa tions  th a t h ave b een  stu d ied. N evertheless  th e item s  w ere va lid  to inclu de 
for the low - level pu b lic sector a ncilla ry w orkers , and  th ey h a ve since show n  to b e 
a  d is tin ct sou rce o f m otiva tion . Fu rther w ork  is  n eces sa ry to es ta b lish  the 
gen era lisa b ility o f th is  need, b u t th is  is  an  excitin g and  orig in a l con trib u tion  to 
m otiva tion  theory.
Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot i vat ion to anci l lary st a f f
C h a p t e r  13 I  C o n c lu s i o n s
P ag e  4 1 5  I
Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's theory o f  mot ivat ion to anci l lary st a f f
Th e resea rch  a lso m akes  a  con trib u tion  to the Facilities  M a n a gem en t (FM ) 
d iscip line w ith in  w h ich  the an cilla ry s ta ff perform  th eir roles , as  it is  m ovin g aw ay 
from  the tra d itiona l 'ha rd  services ' focu s  th a t the discip line tends  to u phold . A  
la rge p roportion  o f FM  in ves tiga tions  have focu s sed  u pon  id en tifyin g b es t pra ctice 
in  a rea s  o f b u ild ings , m a in tenance, lighting, hea ting, clea n in g and  ca terin g34. 
Facilities  m a n a gers ’ ob jective kn ow ledge and  aw a reness  o f ta n gib le a spects  o f the 
fu n ction  w ill u n dou b ted ly in flu ence the d irection  o f the d iscip line eith er th rou gh  
resea rch in g  the a rea s  them selves  or in  the su pport o f p rofess ion a l bod ies . B ecau se 
o f th is  and  its  in fancy, there is  a lso rela tively little resea rch  in to th e m ore s tra tegic 
and  'softer' elem en ts  o f the d iscip line35 th a t in clu des  the m a n a gem en t o f those 
th a t perform  the FM  fu nction . Th rou gh  the su pport o f those w ith  a  p rogress ive 
a ttitu de tow a rd s  the discip line w ith  their a cu m en  to jo in  FM G C ’s Resea rch  Fora  to 
sha re b es t p ractice in  a ll a spects  o f FM , th is  p iece o f resea rch  help s  to fill th is  gap . 
Th is  is  a  thorou gh  and rob u s t in ves tiga tion  w h ich  con trib u tes  resea rch -b a sed  
evidence o f the sou rces  o f m otiva tion  for  those th a t p erform  the lea s t soph is tica ted  
FM  fu nction s  w h o have n ever  b efore b een  con s idered  in  su ch  depth  in  the FM  
field.
Th e fina l con trib u tion  tha t th is  resea rch  m akes  is  to m a n a gem en t kn ow ledge and 
resea rch . E xp licit know ledge is  now  ava ila b le on the n a tu re o f m otiva tion , in  its  
en tirety, for som e o f the low est level w orkers  in  orga n isa tion s  as  w ell as the 
im porta nce th ey a ss ign  to the va riou s  aspects. Th ese fin d in gs  w ill h elp  to sh ift the 
focu s  a w a y from  fin ancia l rew a rd  as the sole sou rce o f m otiva tion  for low er level 
s ta ff th a t so m a n y m a in ta in  (Thorn ley, 1996; U nison, 1997; B r ief et al, 1997;
B ach, 1998; C ooper, 1998). S ta ff ca n  n ow  be con s idered  for th eir need  for love and 
b elongin gness , for es teem  and for grow th  as  w ell a s sa fety ra th er th a n  ju s t the 
im pa ct o f the size o f their p a y packet. Perhaps  sou rces  o f m otiva tion  th a t h ave 
p reviou s ly b een  overshadow ed  b y fina ncia l m otiva tion , w ill n ow  b e b u ilt u pon  
th rou gh  w ork in g p ractices  tha t w ill help  to a dd ress  and  in crea se the m otiva tion  o f 
w orkers . Th e resea rch  has  a lso perm itted  the p rodu ction  o f a  relia b le tool to 
m easu re low - level s ta ffs  m otiva tion  as w ell as a  set o f s ta tis tica lly relia b le 
in d ica tors  o f the types  o f needs  tha t a spects  o f the w ork  role can  b e con s idered  to 
m otiva te. Th is  can  b e u sed  for fu rther resea rch  or for p ra ctica l a pp lica tion  in
34 F o r  e x am p le , in  a  re c e n t  e d i t io n  o f  t he  Faci l i t i es j o u r n a l  (V o l. 2 0 , 2 0 0 2 ) p a p e r s  re p o r t  w o rk  o n  
b u i ld i n g  e n e rg y  e f f ic ie nc y , o f f ic e  d e s i g n  m an ag e m e n t ,  f i re  sa f e t y , w a r e h o u s e  lay o ut , sp r i n k le r  
sy st e m s, p lu m b i n g  a n d  d ra i n a g e  sy st e m s.
35 O n ly  5  h i t s  w e re  f o u n d  in  a  se a rc h  o f  t h e  Faci l i t ies j o u r n a l  f o r  t h e  t e rm  ‘r e s e a r c h ’ (1 8 /1 2 /0 2 ).
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orga n isa tion s  to a ss is t m a nagers  w ith  m ea su rin g th eir s ta ffs  m otiva tion  and from  
th is  to b rin g a b ou t change.
Th is  kn ow ledge o f the a ncilla ry s ta ffs  m otiva tion  and  the tool for  m ea su rin g it, 
h a s  b een  relayed  to the N H S  and  U n ivers ity FM  m a n a gers  and  d irectors  tha t 
sponsored  the resea rch  and others  in  the sector in  the form  o f a  report, w orkshop  
and  con ference p resen ta tions  on severa l occas ions  (Appen d ix 1) th a t w ill help  to 
encou rage the incorpora tion  o f th is  im porta n t w ork  in to p ractice. Fu rther 
cons id era tion  o f the p ra ctica l a pp lica tions  th a t can  b e m a de o f the fin d in gs  th a t 
can  b e rela yed  to m a nagers  a re given  below .
So c ial in f luenc es o n m o t iv at io n
S ligh t d ifferences  w ere fou nd  in  the com pos ition  o f s ta ffs  m otiva tion  accord in g to 
the sector in  w h ich  th ey w ere em p loyed , their  w ork  role and  gender . N ot on ly d id  
the p resen ce o f M as low 's  n eed  cla ss ifica tions  va ry b u t a lso th e type o f item s  th a t 
m ea su red  the needs . Th is  led  to the cons idera tion  o f other in flu en ces  on  the 
n a tu re o f m otiva tion , than  ju s t b ein g endow ed  a t b irth  w ith  five need s  as  M as low  
proposed , a lthou gh  he did  recogn ise the in flu ence o f the en viron m en t in  a llow in g 
exp ress ion  o f the needs. Th e organ isa tiona l en viron m en t w a s  chosen  to exp lore for 
socia l in flu ences  on m otiva tion , b y cons iderin g d ifferences  in  s ta ffs  m otiva tion  
b etw een  their N H S  Tru s t or U n ivers ity.
S ta ff a t one o f the pa rticipa tin g organ isa tions  w ere fou nd  to b e s ign ifica n tly m ore 
sa tis fied  w ith  their job  than  those a t the rem a in in g in s titu tion s , w h ich  w a s  
cons id ered  to h igh ligh t poten tia l socia l/  cu ltu ra l in flu en ces  on  m otiva tion . Loca l 
d ifferences  w ere a lso fla gged  b etw een  the orga n isa tion s  th rou gh  th e la ck  o f 
s ta tis tica l a ssocia tion  in  s ta ffs  sa tis fa ction  and so w ere con s idered  to s igna l 
cu ltu ra l, en vironm en ta l and  socia lisa tion  va ria n ces  o f the w id er organ isa tion , 
depa rtm en t or service in  w h ich  the s ta ff w orked . O ne su ch  cu ltu ra l determ in a n t 
cou ld  b e the m a n a gem en t style adopted  in  the organ isa tion , for exam p le w h ere an  
a u thorita ria n  approach  is  adopted  s ta ff w ill have few er cha nces  for  a u ton om y 
w h ich  shou ld  then  im pa ct on  their es teem  need  d evelopm en t th rou gh  the lim ited  
opportu n ities  for ach ievem ent, recogn ition  and  respect. H ow ever fu rth er w ork  is  
n eeded  b efore an y reliab le conclu s ions  ca n  b e m ade.
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Th e in flu en ces  on the s tru ctu re o f h u m an  m otiva tion  o f the environm en t, cu ltu re 
and  socia lisa tion  in  the w orkp la ce w ill h ave hu ge im p lica tion s  for w ork in g 
p ractices . For exam p le, in  m ore recen t yea rs  peop le have s ta rted  w ork in g from  
hom e, so w h a t im pa ct w ou ld  th is  have on the d evelopm en t o f th eir love and  
b elon gin gn ess  m otiva tion? W ork in g w ith ou t regu la r con ta ct from  co-w orkers  and  
p red om in a n tly in  isola tion  m a y d im in ish  th e in flu en ce th is  n eed  has  on on e’s 
m otiva tion  and  so the s tru ctu re m a y change. C ons id era tion  shou ld  a lso b e given  
to the im pa ct o f IT  in  the w orkp lace, p a rticu la rly in  term s  o f th e in crea s in g u se o f 
electron ic ra th er than  persona l com m u n ica tion  w ith in  the organ isa tion . W h a t 
effect w ill th is  have on w orker’s es teem  needs  th rou gh  th e redu ction  in  con ta ct 
w ith  on e’s su periors  and thu s  the declin in g opportu n ities  for recogn ition , 
a ch ievem en t and  a pprecia tion? O ne can  a lso note th e changes  in  w ork  practices  
in  th e U K s ince th e 1980s as dem on s tra ting a  change in  w orkp la ce cu ltu re, for 
exam p le w ith  the dep letion  o f the m in in g and steel in du s tries . Th ese indu s tries  
once em p loyed  en tire com m u n ities , w h ere peop le w orked  togeth er as  w ell as lived 
together. Perhaps  their  m otiva tion  w a s  once m ore su ccin ctly fu lfilled  du e to the 
a lign m en t o f w ork  and persona l m otiva tion  and th is  ha s  since cha nged  w ith  those 
o f the w ork in g practice. S om e a spects  o f their  m otiva tion  th a t th ey once a ch ieved  
th rou gh  the w ork  and  life pa ra llels  cou ld  have d isa ppea red  a longs id e the 
indu stries .
Th is  w ill have in teres tin g ram ifica tions  for fu tu re resea rch  on  w ork  m otiva tion  as 
w ell as exa m in a tions  o f M as low 's  th eory o f hu m a n  m otiva tion  in  the 
orga n isa tion a l setting . Th e ana lys is  u n derta ken  in  th e cu rren t resea rch  w a s  
m erely an  exp lora tion  o f the cu ltu ra l in flu ences  on m otiva tion  w ith in  th e s ta ffs  
organ isa tion . A n y fu rther inves tiga tion  w ou ld  requ ire la rger sa m p les  o f a ncilla ry 
w orkers  from  each  organ isa tion  to give com p lete con s idera tion  o f the im p a ct o f 
m a n a gem en t and the w id er organ isa tiona l cu ltu re on  th e s tru ctu re o f w ork  
m otiva tion .
Pract ical Applicat ion
Th e N H S  and  U n ivers ity FM  m anagers  p rim a rily sponsored  the resea rch  to b etter 
u n ders ta n d  the n a tu re o f their a ncilla ry s ta ffs  m otiva tion , com pa re w ith  oth ers  in  
the fie ld  and  w h ere d ifferences  w ere detected  to sha re b es t p ractice. D eta iled  
reports  have b een  prepa red  and d is trib u ted  (S m ith  et al, 1998, 1999, 2000) to 
those th a t fu nded  the w ork, com pa ring  the levels  o f im porta n ce a n d  sa tis fa ction  
expressed  b y the an cilla ry s ta ff in  in d ividu a l in s titu tion s , and  w ith  this ,
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in form a tion  on  their rew ards , tra in in g opportu n ities , level o f su pervis ion  and 
su ggestions  schem es  am on gs t other th ings  (S m ith  et al, 1998i and  2000i). The 
sh a rin g o f b es t p ra ctice from  th is  resea rch  has  b een  fa cilita ted  th rou gh  w orksh op  
p resen ta tion s  and  exchange visits . Th e resea rch  fin d in gs  have therefore b een  fed  
b a ck  to the m a na gers  in  a  pra ctica l form a t th a t th ey can  m ake u se o f and  n ot one 
th a t is  p u rely theoretica l, a lthou gh  th is  ha s  b een  given  to a  certa in  degree.
O ne o f the m a in  d rivers  o f th is  w ork  for the spon sorin g orga n isa tion s  rela ted  to 
the recru itm en t and  reten tion  is su es  th a t th ey a re cu rren tly fa cin g reflected  b y the 
in crea s in g  tu rn over ra te o f an cilla ry s ta ff over the la s t few  yea rs , pa rticu la rly in  
th e N H S . D avies  (2000) reports  an 8 .3%  tu rn over ra te for these s ta ff a cross  N H S  
Tru s ts  in  1998-1999 and  9.9%  ra te from  1999-2000 (p. 26). W ith  the ris in g 
p rob lem  o f an cilla ry s ta ff reten tion , the key s ta keh olders  w a n ted  to u n ders ta n d  
the p ra ctica l a pp lica tions  o f the resea rch  fin d in gs  in  order to a dd ress  th is  
p rob lem , and so dem on stra tes  the im portance o f th e w ork  to practice.
F rom  the resea rch  find ings  one can  firs tly a ssess  w h a t sou rces  s ta ffs  m otiva tion , 
and  th en  a ttem pt to crea te the en viron m en t and  opportu n ities  for sa tis fa ction  o f 
the appropria te need. A lthou gh  the consequ ence o f m eetin g n eed s  th a t are 
im p orta n t to s ta ff has n ot b een  show n  to redu ce th eir s trength  o f m otiva tion  in  
th is  resea rch  (Resea rch  Q u estion  II), it does in d ica te th e n a tu re o f item s  th a t are 
a t th e forefron t o f s ta ffs  m otiva tion  and  those th a t h a ve little im pact. A lso b y 
cen trin g on a rea s  tha t a re im porta n t to a n cilla ry sta ff, it w ill den ote a  level o f 
resp ect from  m a na gers  and  the w id er organ isa tion  in  th eir aw a ren ess  and  
con s idera tion  o f s ta ffs  needs . Th e resea rch  fin d in gs  w ou ld  su gges t th a t focu s  
shou ld  th en  b e given  to a ncilla ry s ta ffs  love and  b elon gin gn ess  or es teem  needs . 
A lth ou gh  th is  shou ld  im prove the m otiva tion  o f a n cilla ry sta ff, u n d ers ta n d in g the 
d irect im pa ct o f th is  on s ta ff reten tion  is  b eyon d  the scope o f th is  resea rch . Th is  
rela tionsh ip , and  the w ider im pa ct o f w ork  m otiva tion  on w ork  p erform a n ce and 
produ ctivity, ha s  b een  extens ively cons id ered  in  th e h u m an  resou rce and  
b u s in ess  fields  (B rayfield  &  C rockett, 1955; S teers  and  Porter, 1983; Ia ffa lda n o &  
M u ch in sky, 1985; C ole, 1995) and shou ld  be consu lted  for  a  m ore in -depth  
exam in a tion  o f th is  field.
Th e resea rch  show ed  th a t u tm ost im portance w a s  a ss ign ed  b y a ll o f the a n cilla ry 
s ta ff to ra te o f pay, job  secu rity, good  rela tion s  w ith  co-w orkers  and  a  frien d ly 
a tm osphere, and  so shou ld  b e exam ined  w h en  a dd ress in g the m otiva tion  o f su ch  
w orkers . Th ese w ere cons idered  to a ssess  the sa fety and  love &  b elon gin gn ess
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n eed s  o f these sta ff, w h ich  in d ica tes  the rela tively low - level yet im pera tive na tu re 
o f th eir m otiva tion . An cilla ry w orkers  p rim a ry m otiva tion  is  to s a tis fy their sa fety 
in  the orga n isa tion  in  the lon g term  and  on a  da y- to-da y b a s is  th rou gh  th eir 
im m ed ia te w ork in g rela tionsh ip s . Th e exten t to w h ich  item s  ha ve an  im pa ct on 
s ta ffs  person a l life m a y a lso in flu ence th eir cons id ered  im portance. Ra te o f p a y 
and  job  secu rity w ill grea tly a ffect the level o f s tab ility, con s is ten cy and 
p red icta b ility th a t one has  in  on e’s person a l life so th is  is con s ta n tly im portan t. 
Perhaps  m otiva tion a l opportu n ities  shou ld  be des ign ed  to con s id er th eir im pa ct on 
s ta ff ou ts ide the organ isa tion , for exam p le, th e view  o f th eir role in  the com m u n ity 
and  the im pa ct o f overtim e on their person a l roles . M a s low  recom m en ded  a lign in g 
w orkers ’ goa ls  w ith  those o f the organ isa tion  to im p rove s ta ffs  m otiva tion , w h ich  
w ou ld  b e the case w h en  their person a l goa ls  a re cons idered .
In  the cu rren t fin a n cia l clim a te how ever, sa tis fyin g  the firs t item  o f im porta nce to 
th e a n cilla ry s ta ff ca nnot a lw ays  b e secu red. Pu b lic sector orga n isa tion s  are n ot 
a lw ays  in  a  pos ition  to a fford  extra  p a y to w orkers , so in s tea d  th ey sh ou ld  focu s  
on com m u n ica tin g th is  is su e to sta ff. Perhaps  in  th e rela tive com petitive ra te o f 
p a y th a t is  cu rren tly in p lace, if poss ib le, and  the s itu a tion  o f the orga n isa tion  as 
a  w hole. C om m u n ica ting these circu m s tances  to w orkers  m a y add ress  th eir 
es teem  needs  th rou gh  con ta ct w ith  su pervisors  and  m anagers , and  th rou gh  the 
inclu s ion  o f their s itu ation  w ith  th a t o f the w id er organ isa tion . It is  s tron gly 
advis ed  th a t u n su pported  p rom ises  o f a dd itiona l p a y shou ld  n ot b e m a de to 
w orkers , as th is  m a y deaden  the needs  to w h ich  p a y appea ls  as  a  resu lt o f 
con s is ten t u n fu lfilm en t. Th e in trodu ction  o f the A gen d a  for C ha nge (2002/2003) 
p a y s tru ctu re in  th e N H S  th a t w ill see a  10% p a y increa se over th ree yea rs  for a ll 
sta ff, as w ell as p rovid in g the flexib ility to rew a rd  s ta ff for ta k in g on  fu rth er 
tra in in g and  responsib ilities , shou ld  m ake it poss ib le to respon d  to th is  vita l 
sou rce o f m otiva tion  for a n cilla ry sta ff.
O f s im ila r im portance to a n cilla ry w orkers  w a s  job  secu rity. W orkers  in  th e non -  
clin ica l su pport services  o f the N H S  w ere p reviou s ly a t the cen tre o f cos t- cu ttin g 
exercis es  (e.g. C om pu lsory C om petitive Tendering) u n til recen t G overn m en t 
in itia tives  (e.g. N H S  Plan, 2000) th a t have n ow  p la ced  the em ph a s is  on  p rovid in g a  
service th a t offers  b es t va lu e ra th er than  ju s t low  cos t. A n cilla ry w orkers  therefore 
ha ve p reviou s ly had  rea son  to ra te their job  secu rity w ith  grea t im porta n ce as  th ey 
are accu s tom ed  to it b ein g th rea tened  and so its  im porta n ce w ill pers is t. Th e 
fin a n cia l s itu a tion  o f an organ is a tion  aga in  has im p lica tion s  for the s ecu rity o f 
job s  in  a  s im ila r  m ethod  to pay. It is  ra rely poss ib le to com p letely a ssu re a
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p erson ’s job , b u t as w ith  pay, it is  often  b etter to com m u n ica te the s itu a tion  to 
w orkers  th a n  n ot acknow ledge their concern s  or m a ke fa ls e p rom is es . Th e focu s  
grou ps  inclu ded  in  th is  resea rch  to va lida te the qu estion n a ire fin d in gs  h igh ligh ted  
th e need  for com m u n ica tion  w ith  an cilla ry s ta ff w h o w ere in volved  in  a  C C T 
exercise (see A p p en d ix 14). Th ey felt in form ed  a t the b egin n in g o f the p rocess  b u t 
com m u n ica tion  redu ced  as the exercise p rogressed  and  th eir con cern s  increased . 
It is  essen tia l th erefore to con tin u a lly com m u n ica te w ith  s ta ff a b ou t is su es  tha t 
effect su ch  an im porta n t and b a s ic a spect o f their  m otiva tion .
G ood  co-w orker rela tions  are a lso o f p a ra m ou n t im porta n ce to a n cilla ry w orkers  in  
th eir  m otiva tion  and  so scope for these to b e en h a n ced  shou ld  b e m ade. Th is  is  a  
m u ch  m ore ‘b u dget- frien d ly’ m ethod  o f m otiva tion  as  it is  b a sed  on  cha nges  in 
w ork in g p ra ctice ra th er than  fin ancia l provis ion . Th is  cou ld  in clu de regu la r team  
m eetin gs  w h ere a ll co-w orkers  com e together, orga n is in g s ta ff in to sm a ll team s  to 
perform  tasks  or th rou gh  socia l even ts  or socia l/  sport clu b s  ou ts id e o f the 
w orkp la ce. A  frien d ly a tm osphere, w h ich  w a s  a lso ra ted  as im portan t, cou ld  be 
p rodu ced  from  these app lica tions  as there w ill b e in crea sed  opportu n ities  for 
in tera ction  and  rela tionsh ips  to form . C on ta ct w ith  pa tien ts/  s tu den ts  cou ld  a lso 
crea te a  frien d ly a tm osphere s ince s ta ff a re given  the opportu n ity to ca re for 
others , receive recogn ition  and  a pprecia tion  and  offer friendsh ip . Recen t in itia tives  
for an cilla ry s ta ff w ith in  the N H S  help  to in corpora te th is  sou rce o f m otiva tion , 
thu s  cons idered  to appea l to their love and  b elon gin gn ess  need s . Th e N H S  P la n  
(2000) has  s tipu la ted  the need  for W a rd  H ou sekeepers  in  a ll w a rd s  b y 2004 w ith  
the a im  to p rovide a  sa fe and ca ring en viron m en t for th e p a tien t and  one th a t is  
focu ssed  a rou nd  their  needs. W ard  H ou sekeepers  have regu la r con ta ct w ith  
pa tien ts  as th ey are responsib le for the clea n liness  o f th e w a rd  area , m in or 
m a in tenance, and ensu ring pa tien ts  receive and  ca n  ea t th eir  m ea ls . B y 
in tegra tin g  the a ncilla ry w orker into th e w a rd  team , s ta ff w ill b e m otiva ted  b y n ot 
on ly pa tien t con ta ct b u t a lso rela tionsh ip s  th a t can  form  w ith  n ew  collea gu es  su ch  
as clin ica l sta ff. Th is  m a y m otiva te the W ard  H ou sekeeper a t th eir es teem  need  
level as th is  in teraction  is  w ith  those h igh er in  the orga n isa tion  (a llow in g for 
recogn ition , a tten tion  and apprecia tion ) or it m a y appea l to th eir love and 
b elongingness  needs  (sense o f b elonging  to a  team , b ein g a ccep ted  and  a ffilia ted  
w ith  others ). Th e n ew  environm en t in w h ich  the W a rd  H ou sekeeper fin d s  
th em selves  w ill determ ine the na tu re o f item s  th a t appea l to ea ch  m otiva tion a l 
need, and p rovide the scope for these to b e sa tis fied.
Evaluat ing  the appl i cabi l i ty o f  Ma sl ow's theory o f  mot i vat ion to anci l lary st a f f
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To su m m arise, the cla ss ifica tions  o f hu m an  m otiva tion  defin ed  b y M a s low  have 
p red om in a n tly b een  su pported  in  th is  resea rch , b u t the dynam ic p rocess  rela tin g 
th ese needs  is  cha llenged . Th e resea rch  a lso con trib u tes  a  va lu a b le in s igh t in to 
the w ork  m otiva tion  o f N H S  and H E  an cilla ry s ta ff as th ey h ave n ot b efore b een  
cons idered  in  th is  field . M anagers  o f these s ta ff and  oth ers  in  the fie ld  w ill n ow  
have a  b etter u n ders ta n d in g o f w h a t m otiva tes  a n cilla ry s ta ff and  w h a t does  not, 
and  the resea rch  has  h igh ligh ted  the a reas  th a t need  to b e focu sed  u pon  to m eet 
s ta ffs  n eed s  thu s  a lso m a kin g a  p ra ctica l con trib u tion . A n cilla ry s ta ffs  sa fety 
m otiva tion  is  ch a racterised  b y pay, job  secu rity, b on u s  schem es , pen s ion  scheme, 
overtim e opportu n ities  and  for som e p rom otion a l p rospects ; love and 
b elongingness  need s  w ere m easu red  b y the qu a lity o f th eir co-w orker rela tions , 
w ork in g in  a  frien d ly a tm osphere and con trib u tin g  equ a lly to the d elivery o f the 
service; and  their es teem  m otiva tion  rela tes  to con ta ct w ith  m anagers , su pervisors  
and  cu stom ers , and organ isa tiona l lis ten in g ’ system s. A  fu rth er sou rce o f 
m otiva tion  w a s  a lso fou nd  th a t w a s  specific to the s ta ffs  role in  the in s titu tion . 
Th eir  ins titu tion a l sa fety m otiva tion  in corpora ted  trade u n ion  rep resen ta tion  as 
w ell as a  good  pens ion  schem e and annu a l leave en titlem en t, and  esta b lish ed  
p red ictab ility, con s is ten cy and s tab ility in  their  term s  and  con d ition s  o f 
em p loym en t. Th e resea rch  therefore has  a lso h igh ligh ted  a  sou rce o f m otiva tion  in  
th ese s ta ff th a t ha s  n ot b efore b een  fou nd  th a t m a n a gers  n ow  have a w a reness  o f 
and  can  b u ild  u pon  in  practice.
In  respon d in g to the ca ll for resea rch  in to a n cilla ry s ta ffs  m otiva tion , M as low 's  
th eory w a s  in itia lly fa vou red  as it w a s  cons id ered  to give a  com p reh en s ive view  o f 
m otiva tion  over a ll others  in  the field . W ith in  h is  th eory M a s low  a ttem pted  to 
captu re
I
 “the richness o f the personal experiences o f being human”
(G ross, 1992, p. 905)
b u t perh a ps  it has  ach ieved  qu ite the opposite. A lth ou gh  a  la rge p roportion  o f the 
need s  he p roposed  have b een  u pheld , the la ck  o f su pport for th e p rocess  o f 
m otiva tion  su ggests  tha t M as low  has  overs im p lified  th a t very com p lex  dyn a m ic 
p ra ctice o f b ein g  hu m an. H e has  perhaps  los t som e o f the rich n ess  o f life in  h is  
exp lana tion  and  fa ils  to captu re the en ergy th a t is  m otiva tion . G rea ter focu s  
shou ld  b e given  in  the fu tu re to the w a y in  w h ich  th is  en ergy is  exerted  and  h ow  
the types  o f m otiva tion  th a t w ere su pported  in  the resea rch  rela te to ea ch  other. 
Th e resea rch  con tinu es  to m ake va lu ab le, im porta n t and  va lid  con trib u tion s  to
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m a n y fields , b u t the grea tes t hope is  th a t m a n a gers  w ill m a ke u se o f the fin d in gs  
to a dvance the m otiva tion  o f their s ta ff a t the low es t levels  o f th e orga n isa tion  
th rou gh  th is  grea ter u nderstand ing.
Evaluat ing  the appl icabi l i ty o f  Ma sl ow’s  theory o f  mot ivat ion to anci l lary st a f f
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Chapter fourteen
R e f le c t io n s
A t th is  con clu d in g poin t o f th e resea rch  it is  poss ib le to reflect u p on  the resea rch  
p rocess  and  its  developm en t as w ell as on e’s ow n person a l p rogress . A s  a  
sponsored  p iece o f resea rch  one is  a lso ab le, a t th is  poin t, to id en tify the 
res triction s  th a t have b een  accom m oda ted  and  con s ider the im p a ct th a t th is  has 
h a d  on th e qu a lity o f the w ork  as w ell as its  scope. W ith  h in d s igh t it is  a lso 
poss ib le to recogn ise a spects  o f the resea rch  in s tru m en t th a t cou ld  b e im p roved  to 
p rovid e a  su perior ana lys is  o f the s ta ffs  m otiva tion a l n eeds , and  m a ke 
recom m en da tion s  for  fu tu re in ves tiga tions  th a t w ill s tren gth en  th e relia b ility and 
va lid ity o f th ose resu lts  fou nd. B ein g a t th is  stage, one ca n  a lso con s ider the skills  
th a t h a ve b een  accom p lished  th rou gh ou t the resea rch  p rocess  in  on e’s w a y o f 
th in kin g, eva lu a ting, ana lys in g and overcom ing. Th is  ch a p ter w ill con s ider these 
reflection s  fu rther.
Approaches to mot ivat ion
Th ere w ere m a n y approaches  to the s tu dy o f m otiva tion  th a t cou ld  h a ve b een  
selected  for the in ves tiga tion  su ch  as cogn itive psychology, evolu tion a ry 
p sychology, p sychoana lys is , b ehaviou rism  or socia l constru ctivis t. B u t in  order to 
m eet the tim e and  fin ancia l res triction s  o f a  Ph.D ., th e w id er field  h a d  to b e 
na rrow ed  dow n  to those w ith  w h ich  the au thor cou ld  sym path ise, h a ve a pp lica tion  
in  the organ isa tiona l settin g and  w h ose fin d in gs  w ou ld  h a ve p ra ctica l w orth  to the 
spon sorin g organ isa tions .
O f a ll th e approaches , a  hu m a n is tic p sych ology exp la na tion  o f m otiva tion  w a s  
cons idered  m os t appropria te, s ince it d id  n ot over- s im p lify h u m a n  n a tu re to a  
series  o f p a ss ive chem ica l p rocesses , w a s  n ot d epen den t on  others  for in tera ction  
in  order for rea lity to b e tru e and  d id  n ot b ase hu m a n  n a tu re o f sexu a l 
a ggress iveness . Th e princip les  o f hu m a n is tic p sych ology p la ce p erson a l grow th  
and  b etterm en t a t the cen tre o f h u m an  na tu re, and  w ere va lu ed  b y the a u th or a t 
the ou tset o f the resea rch , and follow in g a pp lica tion  a re s till p referred . Th e 
a pproach  cou ld  a lso b e opera tiona lis ed  in  the orga n isa tion a l settin g b y ga th erin g
C h a p t e r  14 I  R e f le c t io n s  
P ag e  4 2 4  |
Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot i vat i on to anci l lary st a f f
the op in ions  o f ind ividu a ls  a lon g com pa rab le pa ra m eters  and  w ou ld  m eet the 
requ irem en ts  o f the key s takeholders  since grow th  in  the w orkp la ce w ill norm a lly 
b en efit the organ isa tion  th rou gh  increased  skills  or ou tpu t.
Th e field  o f orga n isa tiona l b eh a viou r a lso had  to b e n a rrow ed  dow n  a t the ou tset 
to id en tify the m os t appropria te m odel w ith  w h ich  the a n cilla ry s ta ffs  m otiva tion  
cou ld  b e m easu red . Th e organ isa tiona l and grou p  level o f ana lys is  w ere 
con s idered  u n su ita b le as th ey w ere n ot condu cive w ith  the person -cen tred  
h u m a n is tic p rin cip les  th a t the au thor u ph eld  and  w ou ld  n ot m eet the needs  o f the 
spon sorin g organ isa tions  to exp lore their s ta ffs  m otiva tion . U n d ers ta n d in g to this  
degree occu rs  a t the in d ividu a l level o f th e orga n isa tion  and w ith in  orga n isa tiona l 
b eh a viou r litera tu re th is  exp lana tion  is  p rovided  b y con ten t theories  o f m otiva tion . 
B u t n ot a ll con ten t theories  are a ligned  w ith  the h u m a n is tic p sych ology prin cip les  
th a t the au thor ha s  sym pa th y for.
M a s low 's  m odel w a s  cons idered  to m eet b oth  these criteria , b u t so too did 
A ld erfer ’s E xis tence Rela tedness  and G row th  th eory (1969, 1972) and  w a s  an 
a lterna tive m odel for the resea rch . W ith  h in d s igh t it m a y ha ve b een  m ore 
app ropria te to have selected  th is  m odel for exa m in a tion  o f the a n cilla ry s ta ffs  
m otiva tion  as it h a s  em erged  from  the resu lts  o f tes ts  o f M as low 's  m od el and  in  
response to criticism s  the m odel has  received . H ow ever it w a s  con s idered  a t the 
b egin n in g o f the resea rch  th a t A ld erfer ’s m odel over- s im p lified  h u m a n  m otiva tion  
too m u ch  to b e va lid , s ince the na tu re o f the needs  th a t it grou p s  togeth er are so 
very d ifferen t. M as low 's  m odel w a s  developed  in  respon se to th e den igra tion  o f 
hu m an  n a tu re th a t b ehaviou ris ts  and  psych oa n a lys ts  p resen ted  b y their  
s im p lis tic n a tu re neith er o f w h ich  cou ld  fu lly exp la in  the va lu es , in ten tion s  and  
con sciou s  exis tence th a t h u m an s  have. A ld erfer ’s m odel w a s  con s idered  to b e re ­
in trodu cin g th is  in to the hu m an is tic p sych ology field, and  n ow  a t the end  o f the 
w ork  th is  rem a ins  tru e. A lthou gh  the p rocess  o f m otiva tion  th a t A ld erfer describ ed  
to lin k  the th ree needs  has  b een  su pported  in  th is  resea rch , the fa ctor ana lys is  
show ed  th a t as su spected  there a re m ore sou rces  o f m otiva tion  th a n  ju s t 
exis tence, rela tedn ess  and grow th . Th e a n cilla ry s ta ff w ere fou n d  to b e m otiva ted  
b y sa fety n eed s  a t b oth  a  persona l and in s titu tiona l level; love and  b elon gin gn ess  
need s  for rela tions  b u t w ith in  th is  a lso love and a ffilia tion ; rela tion s  w ith  their  
su periors  b u t th is  w a s  m ore to do w ith  the n eed  for  recogn ition  a n d  apprecia tion  
th a t w a s  es teem  m otiva tion ; and a lso a  grow th  n eed  for p erson a l developm en t. O n 
fu rth er in spection  o f A ld erfer ’s w ork, h is  tes t o f M as low 's  m od el w a s  n ot one th a t 
w a s  pa rticu la rly rigorou s  or rob u s t s ince he u sed  Porter’s m a n a gem en t
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qu estion n a ire (1961) th a t ha s  s ince b een  show n to b e in va lid  and  u n relia b le 
(Payne, 1970). So h is  in itia l con tra d iction  o f M as low 's  m odel is  even  qu estionab le, 
as is  h is  adva n cem en t o f an a lterna tive exp lana tion .
E ven  thou gh  M a s low 's  m odel o f m otiva tion  is  n ea rly 60 yea rs  old, its  selection  for 
in ves tiga tion  over others  in  the field  is  s till u ph eld  as it m et the au thor 's  
sym pa th ies , the resea rch  con text and  those o f the spon sorin g organ isa tions .
Sponsored nature
Th e th es is  reports  a  series  o f stu dies  th a t w ere spon sored  b y Fa cilities  M anagers  
in  N H S  Tru s ts  and  U n ivers ities  w h o w a n ted  resea rch -b a sed  eviden ce o f th eir 
a n cilla ry s ta ffs  m otiva tion . B y its  very n a tu re the resea rch  m a kes  an  im portan t, 
w orth y and  va lu a b le con trib u tion  to the p ra ctica l field , b u t the resea rch  p rocess  
a lso had  to b e su fficien tly flexib le to a ccom m oda te its  dyn a m ic cha racter . Th is  
com p rom ised  the resea rch  to som e degree, b u t w a s  condoned  as  the a pproach  
ta ken  w ou ld  ensu re access  to a  la rge sam p le o f a n cilla ry s ta ff to pa rticipa te in  the 
qu estionna ire or focu s  grou ps  du rin g w ork  time.
Idea lly a  qu a lita tive m eth odo logy w ou ld  have b een  chosen  as  the firs t s tage o f the 
resea rch  to concep tu a lise the person a l know ledge and  u n d ers ta n d in g o f the 
a n cilla ry s ta ff and  the n a tu re o f their  m otiva tion . H ow ever the key s takehold ers  
firs t w a n ted  ob jective know ledge o f their s ta ffs  m otiva tion  com pa red  to th ose at 
other organ isa tions . A ll the an cilla ry s ta ff in  a ll th e p a rticip a tin g N H S  Tru s ts  
th erefore had  to b e reached  and their  m otiva tion  m ea su red  a lon g com pa ra b le 
pa ram eters . A  qu estionna ire w a s  chosen  as the m os t a pp rop ria te a pp roa ch  to 
ach ieve th is  and  M as low 's  m odel p rovided  a  s tru ctu re for the in ves tiga tion  and  its  
resea rch  des ign.
It is  the op in ion  o f the au thor th a t u s in g  th is  a pp roa ch  did  n ot com p rom ise the 
resea rch  to a  grea t extent. M as low 's  m odel had  b een  selected  to m ea su re s ta ffs  
m otiva tion , so h is  descrip tions  w ere ava ilab le for app lica tion  to the w ork  role as 
w ell as deta ils  o f the approaches  th a t other tests  h a d  u sed . Q u estion s  w ere a lso 
developed  from  the know ledge o f the key s takeholders  a b ou t the a n cilla ry w orkers  
in  term s  o f the opportu n ities  ava ila b le to them  and  th is  w a s  fu rth er resea rch ed  b y 
the au thor. E xterna l va lid ity w a s  added  to the developed  m ea su res  th rou gh  the
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in volvem en t o f a  nu m b er o f other resea rchers  w ith  kn ow ledge o f M as low 's  model, 
and  s ta tis tica l m ea su res  w ere a lso u sed  to esta b lish  the relia b ility o f the resu lts  
th a t em erged  from  the qu estionna ire responses . M a rker va ria b les  w ere des igned  
th a t closely reflected  the need  descrip tions  and  w ere u sed  as relia b le ind ica tors  o f 
need s  a ris in g from  the fa ctor ana lys is , as w ell as in d ica tors  o f su fficien t sa m p le 
s izes. A  com p rehens ive am ou n t o f in form ation  w a s  th erefore u sed  to develop  the a 
priori m ea su res  o f the a ncilla ry s ta ffs  m otiva tion  and  th e resu lts , and  is 
cons idered  to have overcom e the qu antita tive con s tra in ts  o f the firs t stage.
Th e con fin em en t to an essen tia lly pos itivis t a pp roa ch  in  th e in itia l s ta ges  is  a lso 
th ou gh t n ot to have com p rom ised  the find ings  b eca u se o f the perceived  rela tive 
effectiveness  o f a  qu a lita tive m eth od  a t th is  poin t. It is  th ou gh t th a t it w ou ld  have 
b een  d ifficu lt to develop  th eoretica l m easu res  o f the p sych ologica l need s  th a t 
M as low  in clu ded  in  h is  m odel, u s in g a  qu a lita tive a pproa ch  w ith  the a ncilla ry 
sta ff. For resea rch  to b e m ea n ingfu l to a ny p a rticipa n t th ey m u s t b e ab le to 
in terp ret it in their ow n fram e o f reference and  if th ey ca nnot, often  th eir 
pa rticipa tion  is  effected  and  the qu a lity o f the resea rch  is  com p rom is ed . If the 
an cilla ry s ta ff h a d  b een  a sked  qu estions  ab ou t th eir u n d ers ta n d in g  and  
experiences  o f w ork  m otiva tion  in  term s  o f sa fety, love and  b elon gin gn ess , es teem  
and self- a ctu a lisa tion  in  the w a y th a t M a s low  describ ed , th ey w ou ld  have had  
lim ited  m ea n in g  to them , and so the va lid ity and  relia b ility o f the item s  u sed  to 
su b sequ en tly concep tu a lise the needs  w ou ld  b e qu estionab le . Th e qu a lita tive w ork  
th a t w a s  in clu ded  in  the resea rch  had  to b e des ign ed  to b e m ea n in gfu l to the 
a n cilla ry s ta ff and  the sponsoring orga n isa tions  b y a dd res s in g pa rticu la r 
w orkp la ce issu es , and w a s  done so in  a  w a y  th a t h a d  developed  from  th e 
qu estionna ire resu lts . So h a vin g the qu a lita tive resea rch  as  th e firs t s tage w ou ld  
n ot n ecessa rily have p rodu ced  relia b le and  va lid  fin d in gs  in  term s  o f in ves tiga tin g 
the app lica b ility o f M as low 's  model.
N ot on ly d id  the sponsored  na tu re o f the resea rch  in flu en ce the m eth odo logies  b u t 
a lso th eir  des ign . Th e firs t p riority o f the spon sorin g  m a n a gers  w a s  for resea rch -  
b a sed  eviden ce o f their s ta ffs  m otiva tion  com pa red  to others, so th e pa ra m eters  
on w h ich  th is  w a s  m easu red  had to be u n iversa l. U s in g M a s low 's  m odel to 
s tru ctu re the in ves tiga tion  w a s  therefore condu cive w ith  th ese needs . H ow ever, 
som e m a n a gers  a lso w a n ted  to u se the qu estion n a ire to m ea su re th eir s ta ffs  
aw a reness  o f specific opportu n ities  ava ilab le to them , su ch  as tra in in g schem es ,
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su ggestion  and  com p la in ts  p rocedu res . Th is  w a s  a ccom m oda ted  w ith  the 
inclu s ion  o f a  n u m b er o f open -ended  qu estions  for a n cilla ry s ta ff to lis t those th ey 
w ere aw a re of, and  follow -on  qu estions  ab ou t th eir effectiven ess  or w orth . These 
cou ld  n ot b e u sed  for the PhD  resea rch  b ecau se o f p a tch y respon ses  and  
d is s im ila r in terp reta tions  o f loca l circu m stances . In  m os t ca ses  it w a s  poss ib le to 
inclu de a dd itiona l closed  qu estions  on the ab ove a rea s  in  order for these to b e 
in clu ded  in  the ana lys is  o f M as low 's  m odel, b u t th is  w ou ld  h a ve p resen ted  a  b ias  
to the qu estionna ire if th ey had  a ll b een  met. Th ere w ou ld  h a ve b een  fa r  m ore 
qu estions  on developm en t opportu n ities  and  orga n isa tion a l sys tem s  th an  an y 
oth er a rea  if b oth  a  closed-  and  open-  ended  qu estion  had  b een  in clu ded  for every 
one, so these had  to b e lim ited  to on ly a  few . Th is  com p rom ised  the des ign  o f the 
qu estionna ire to a  certa in  exten t, p a rticu la rly in  rela tion  to n eed  sa tis fa ction  w ith  
tra in in g opportu n ities , b u t a  certa in  degree o f flexib ility is  requ ired  w h en  resea rch  
is  b ein g sponsored  b y organ isa tions  in  order for it to ha ve p ra ctica l app lica tion .
Th e need  for flexib ility w a s  s im ila rly tru e for the des ign  o f the focu s  grou ps. A s  
m en tion ed  ab ove, qu estions  had  to b e in clu ded  th a t p rodu ced  in form a tion  th a t 
w a s  u sefu l to th e sponsoring organ isa tions , b u t th ey a lso h a d  to b e m ea n in gfu l in  
th e an cilla ry s ta ffs  fram e o f reference. Q u estions  w ere th erefore b a sed  on  their 
experiences  o f job  sa tis faction , a reas  o f d issa tis fa ction  and su ggested  
im p rovem en ts . An a lys is  o f the qu a lita tive resea rch  w a s  in flu en ced  b y the 
ep is tem o logy o f the resea rch  sponsors  as w ell for ob jective, qu a n tified  da ta , b u t 
a lso b y the resea rch  con text for va lida tin g  the a spects  o f m otiva tion  covered  in  the 
qu estionna ire. Th e m ore su b jective kn ow ledge u n covered  w a s  th erefore ana lysed  
qu a n tita tively to p rodu ce the form  o f d a ta  o f grea tes t a ppea l to the sponsors . Th is  
did  have an  im pa ct on the resea rch  to som e exten t as  th e su b jective rich n ess  o f 
th e focu s  grou ps  w a s  redu ced  to a  series  o f frequ en cies  a lon g m otiva tion a l 
pa ram eters . H ow ever th is  stage still m a de a  va lu a b le con trib u tion  to the 
inves tiga tion  o f th e a pp licab ility o f M as low 's  m odel as  a reas  w ere u n covered  b y 
s ta ff a b ou t th eir  m otiva tion  th a t w ou ld  n ot h ave b een  fou nd  in  a n y oth er w ay. B y 
u s in g concep tu a l con ten t ana lys is , com pa risons  cou ld  be m a de w ith  the lin es  o f 
qu es tion in g u sed  in  the qu estionna ire and  th is  cou ld  b e u n derta ken  w ith in  the 
tim e and  fin a n cia l cons tra in ts  o f the sponsored  in vestiga tion . A n y other form  o f 
deta iled  ana lys is  o f the qu a lita tive find ings  w ou ld  have exceeded  th e n in e-m on th  
tim e fra m e o f the resea rch  and w ou ld  have b een  o f less  u se to th e eva lu a tion  o f 
M a s low 's  m odel and the key s takeholders .
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Th ere w ere therefore a  n u m b er o f cons tra in ts  on the resea rch  b eca u se o f its  
sponsored  na tu re. H ow ever I feel th a t every effort w a s  m a de to overcom e or 
a ccom m oda te the issu es  th a t w ere p resen ted  in  a  w a y th a t h a s  n ot com p rom is ed  
the va lid ity or relia b ility o f the in ves tiga tion  o f th e a pp lica b ility o f M as low 's  m odel 
o f m otiva tion . It w ou ld  have b een  idea l to have com p lete con trol over the resea rch  
p rocess , des ign  and  ana lys is  b u t then  it m a y have jeop a rd is ed  the resea rch  
sponsorsh ip  and  access  to su ch  a  la rge n u m b er o f a n cilla ry s ta ff th a t is 
cons idered  to estab lish  relia b ility in  the resea rch . In  resp on d in g to a  ca ll from  FM  
m a na gers  to in ves tiga te the m otiva tion  o f th eir a n cilla ry sta ff, th e resea rch  
rem a in s  an  excitin g, va lid  and  ab ove a ll w orth y con trib u tion  to the app lied  field  
th a t w ill h elp  to develop  the m otiva tiona l opportu n ities  for som e o f the low es t level 
em p loyees .
Research development
E xp lora tory resea rch  had  to b e u n derta ken  in  th is  s tu dy b eca u se no specific 
resea rch  had  p reviou s ly b een  u n derta ken  in to a n cilla ry s ta ffs  m otiva tion , and 
none so u s in g M as low 's  m odel o f m otiva tion . A lth ou gh  th is  w a s  necessa ry, a  
con firm a tory approach  w ou ld  have a llow ed  a  m ore rigorou s  and  rob u s t 
in ves tiga tion  o f M as low 's  m odel o f m otiva tion  since the item s  m ea su rin g  each  
need  cou ld  have b een  even ly d istrib u ted  and con trolled . A  p rob lem  en cou n tered  in 
th is  w ork  w a s  th a t som e needs  w ere m ea su red  m ore in ten sely th a n  others, as 
show n  in  the fa ctor ana lys is  resu lts , and  som e need s  did  n ot em erge con s is ten tly 
in  n eed  sa tis fa ction  and need  im portance.
A s  m en tion ed  ab ove, the need -m ea su rin g item s  w ere b a sed  u p on  M a s low 's  
descrip tions , oth ers ’ opera tiona lisa tions  o f these descrip tions , m a n a gers ' 
kn ow ledge and fu rther resea rch  in  the field . Th e item s  th erefore h a d  h igh  con ten t 
and  externa l va lid ity b u t s ince no other  m ea su res  exis ted  o f M as low 's  th eory o f 
h u m a n  m otiva tion  in  pu b lic sector a ncilla ry sta ff, th ose th a t w ere des ign ed  to 
m ea su re each  need  had  to b e con firm ed  as su ch  in  the resea rch . B eca u se o f th is  it 
w a s  cons idered  in appropria te to con trol for an  equ a l d is trib u tion  o f qu estions  for 
ea ch  need , a lthou gh  p reviou s  stu d ies  have chosen  to su pport th is  app roa ch  (e.g. 
A lderfer, 1966; M itchell &  M ou dgill, 1976; Porter, 1961; Rob erts  et al, 1971; 
H erm an  &  H u lin , 1973; B eer, 1966), perha ps  b eca u se m ore in form a tion  w a s  
a va ilab le to concep tu a lis e their sam p les ' w ork  m otiva tion
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A ttem p ts  w ere m ade a t th e ou tset to a llow  for a  relia b le m ea su re o f each  need  b y 
d es ign in g a  s im ila r n u m b er o f m ea su res  in  need  sa tis fa ction  and  n eed  im porta nce 
th a t w ere specific to them , b u t som e item s  did  n ot loa d  as  p red icted . Th e resu lts  
therefore show ed  an u neven  a m ou n t o f m easu res  for each  need . C o-va ria nce 
b etw een  a  grea ter n u m b er o f item s  show ed  in crea sed  su pport for the a pp licab ility 
o f an  in d ividu a l need, b u t th is  tended  to b e a t the detrim en t o f m ea su rin g oth er 
needs . Th e resea rch  w ou ld  have b een  strengthened  if it h ad  b een  poss ib le to 
en su re an  equ ita b le m easu re o f each  need , b u t s in ce n ew  grou n d  w a s  b ein g 
b roken  in  m ea su rin g the m otiva tion  o f these sta ff, th is  w a s  n ot poss ib le.
N ow  a t th is  stage, one is  ab le to do this . U s ing  the item s  sh ow n  to relia b ly 
m ea su re each  need, one can  re- es ta b lish  con trol b y va lid ly d evelop in g oth ers  th a t 
w ill d is trib u te the nu m b er o f m ea su res  even ly across  th e need s . U s in g an equ a l 
n u m b er o f item s  shou ld  then  a llow  for a  m ore a ccu ra te m ea su rem en t o f the 
n a tu re o f m otiva tion .
Th is  w ou ld  a lso a s s is t in  the ana lys is  adopted  in  the resea rch  to m ea su re the 
p rocess  o f m otiva tion  defined  b y M as low , rela tin g to the im porta n ce and 
sa tis fa ction  o f n eeds  (Resea rch  Q u estion  II). It w a s  n ot a lw ays  poss ib le to m ea su re 
the dep riva tion -dom in a tion  and  gra tifica tion -a ctiva tion  rela tion sh ip s  b etw een  
n eed s  b eca u se n ot a ll needs  em erged. Perhaps  w ith  an  even  n u m b er o f m ea su res  
for each  there is  grea ter likelihood  th a t needs  w ill em erge and  so the rela tion sh ip  
b etw een  each  can  be m ore p recisely exam ined .
Th e cons tru cts  fou nd in  the resea rch  o f sa fety, in s titu tion a l sa fety, love and 
b elon gin gn ess  and esteem  m otiva tion  a lso requ ire va lid a tion  in  order to fu lly 
esta b lish  their app ropria teness  to the staff. O ther tests  o f th e con s tru cts  shou ld  
be u n derta ken  on  the s ta ff to a scerta in  their  tru e releva nce to the in d ividu a l or 
w h eth er their  exis tence w a s  m erely a  resu lt o f the resea rch  p rocess . M easu res  
have b een  developed  tha t tes t severa l o f the n eed s  describ ed  b y M as low , b u t as 
show n  in  C hapter 2 there is  no other a ll- en com pa ss in g a pproa ch  to a ll types  o f 
m otiva tion . Tes ts  su ch  as C oopersm ith ’s (1967) self- es teem  in ven tory; S hostru m 's  
(1964) Persona l O rien ta tion  Inventory; Jon es  and  C randell's  (1986) sh ort in d ex  o f 
self- a ctu a lisa tion ; and  S u m erlin  &  B u ndrick 's  (1996) B rief In d ex o f Self-  
a ctu a lisa tion , shou ld  b e ru n  on the an cilla ry s ta ff to fu rth er a ssess  the 
a pp lica b ility o f these types  o f m otiva tion  to them  and  so help  va lid a te th ose fou n d  
in  th e resea rch . Th is  p rocedu re is  essen tia l for p u b licis in g the resea rch .
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Future developments
Th ere a re a  n u m b er o f w a ys  in  w h ich  the resea rch  cou ld  be developed  and ta ken
forw a rd  in  the fu tu re.
❖  Fu rth er cons idera tion  o f the p rocess  o f m otiva tion  is  recom m en ded  u s in g a  
m eth odo logy th a t can  cap tu re th is  dynam ic p ractice. A  lon gitu d in a l 
in ves tiga tion  has  b een  recom m ended  th rou gh ou t the resea rch , as  it is 
recogn ised  tha t th is  cou ld  m ore a ccu ra tely cap tu re the dyn a m ic rela tion sh ip  o f 
m otiva tion  as it is  an ever- cha nging p rocess  a cross  m in u tes , days, w eeks  and 
yea rs . Th e appropria teness  o f m ea su rin g the p rocess  th rou gh  th e level o f 
sa tis fa ction  and  im portance o f a  n eed  a lso requ ires  in ves tiga tion , as  the 
su pport fou nd  w a s  lim ited .
❖  A n  a lterna tive m odel to M as low 's  th eoiy o f hu m a n  m otiva tion  shou ld  a lso b e 
developed  in  the fu tu re b ecau se o f the inaccu ra cies  fou nd  in  th is  resea rch  
w h en  app lied  to w ork  m otiva tion . A  n ew  m odel shou ld  in corpora te sa fety 
in clu d in g in s titu tiona l safety, love and  b elon gin gn ess  and  es teem  as  w ell as a  
grow th  n eed  (if th is  is  fou nd  in  fu rther/  redeveloped  tests ) as  these w ere fou nd  
to b e appropria te types  o f m otiva tion . H ow ever it shou ld  a lso in corpora te a  
m ore a ccu ra te p rocess  o f m otiva tion  than  the one describ ed  b y M aslow , w h ich  
w ou ld  follow  as the resu lt o f fu rth er w ork . Th e cu rren t resea rch  fin d in gs  w ou ld  
tend  to su ggest th a t the n eed s  a re n ot h iera rch ica lly s tru ctu red  as  th ere w a s  
no pa ttern  in  their im portance or sa tis faction , and  in s tea d  th ey are on th e 
sam e level and  active a t the sam e tim e. Fu rther in ves tiga tion s  w ill help  iden tify 
a  relia b le descrip tion  o f the rela tion sh ip  b etw een  need s  and  th erefore a  m ore 
a ccu ra te m odel o f hu m an  m otiva tion .
❖  Th e resea rch  shou ld  a lso b e app lied  to fu rther grou p s  o f w orkers  a t th e low es t 
levels  o f an organ isa tion  to eva lu a te the relia b ility o f the resea rch  in s tru m en t 
and  the n a tu re o f m otiva tion  iden tified  for the pu b lic sector a n cilla ry staff. 
Previou s  in ves tiga tions  o f M as low 's  m odel in  w orkers  h igh er u p  the 
orga n isa tion a l stru ctu re have show n  them  to be m otiva ted  b y d ifferen t a spects  
o f and  opportu n ities  w ith in  the w ork  role than  th ose fou n d  in  the a n cilla ry 
sta ff. Repea tin g the resea rch  w ith  a  fu rther grou p o f low  level w orkers  w ou ld  
help  es tab lish  a ny d ivide in  the n a tu re o f w ork  m otiva tion  for d ifferen t
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w orkers , w h ich  w ou ld  have p ractica l u se in  in du s try o f w h ere to ‘p itch ’ 
m otiva tion .
❖  Th e p ra ctica l app lica tions  ou tlined  in  the resea rch  cou ld  a lso b e developed  
fu rth er and  m ea su red  for th eir effectiveness . Th e in flu en ce o f im p rovin g 
com m u n ica tion  w ith  s ta ff a b ou t their  fin ancia l secu rity, re-d es ign in g w orkers  
in to tea m s  and  in crea s in g cu s tom er con ta ct can a ll b e m ea su red  for their 
im p a ct on sa fety, love and b elongin gness  and es teem  m otiva tion  over a  period  
o f tim e. Th e ir  a pp rop ria teness  in  im p rovin g  m otiva tion  cou ld  b e a ssessed  b y 
re- ru n n in g the resea rch  a fter a  n u m b er o f m onth s  or u s in g oth er eva lu a tion  
m eth od s  th a t are n ot exposed  to repea t b ias.
❖  . It w a s  on ly poss ib le to exp lore poten tia l socia l in flu ences  on  m otiva tion  w ith in
the constra in ts  o f the resea rch , and so requ ire add ition a l cons idera tion . 
In flu ences  w ere a ppa ren t n ot on ly b ecau se one grou p  o f s ta ff a t a  pa rticu la r 
in s titu tion  w ere s ign ifica n tly m ore sa tis fied  w ith  th eir job  th a n  others, b u t a lso 
b eca u se there w ere s ligh t va ria n ces  in  the n a tu re o f s ta ffs  m otiva tion  
a ccord in g to their sector, w ork  grou p and  gen der cla ss ifica tions . Fu rth er w ork  
is  n eeded  to fu lly u nders ta nd  the im pa ct o f m a n a gem en t s tyle and  
organ isa tion a l cu ltu re on m otiva tion  as w ell as th a t o f w id er socia lisa tion , 
ethn icity, gender and socia l cla ss  etc perha ps  b y ru n n in g socia l des ira b ility 
m easu res . N ot on ly w ill th is  have repercu ss ions  on  the s tyle and  cu ltu re 
adopted  and  developed  a t w ork, school or in  th e fa m ily to get the m os t ou t o f 
peop le, b u t it w ill a lso p rovide tellin g s igns  o f how  m otiva tion  is  developed . 
Th ere is the age-old  na tu re/  nu rtu re deb a te for  m otiva tion  w h ere som e a rgu e 
it is  determ ined  b y a  h u m a n ’s genetic s tru ctu re and  oth ers  rega rd  it a s  b ein g 
p u rely d riven  b y the environm en t. M as low  h ow ever p rofessed  th a t m otiva tion  
w a s  a  com b in a tion  o f b oth  n a tu re/ nu rtu re w h ere one is  b orn  w ith  five 
m otiva tion a l n eeds  b u t the environm en t p rovid es  the opportu n ities  for ea ch  to 
b e satis fied. E ven  the s ligh tes t d ifferences  th a t w ere fou nd  b etw een  the s ta ffs  
m otiva tion a l stru ctu re in  th is  resea rch  s igna l an  en vironm en ta l/  socia l 
in flu ence on their  m otiva tion , and  it is th is  th a t requ ires  in ves tiga tion . It w ou ld  
b e o f grea t p ra ctica l u se to u n ders ta n d  the en viron m en ta l and  socia l 
in flu en ces  on m otiva tion  in  a ll a rea s  o f life, so th ey ca n  b e op tim ised  for needs  
to b e rea lised  and im p rove grow th  poten tia l.
❖  Th e fina l recom m enda tion  for fu tu re exam ina tions  has  b een  em ph a s ised  
th rou gh ou t the resea rch, in  recogn ition  o f its  con fin em en t to the w ork  settin g.
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A n  ana lys is  o f m otiva tion  in  a ll life settin gs  su ch  as  w ork, hom e, fam ily, 
friends , w ou ld  have grea ter a ccu ra cy as it w ou ld  en com pa ss  a ll opportu n ities  
and  scope for m otiva tion  th a t arise. It m a y h ave b een  the ca se in  the cu rren t 
resea rch  th a t those needs  n ot fu lly su pported  (phys iologica l and  self-  
actu a lisa tion ) as m otiva tiona l for the s ta ff w ere n ot tra d ition a lly m et in  the 
an cilla ry w ork  role, b u t in  fa ct w ere m et in  th eir fa m ily and  hom e life. A  s tu dy 
o f m otiva tion  a t b oth  w ork  and hom e w ou ld  therefore, a llow  for  m ore rob u s t 
con clu s ions  a b ou t the app lica b ility o f M as low 's  n eed s  and  p rocess  to 
m otiva tion .
Personal development
I b egan  th is  in ves tiga tion  w ith  a  b a ckgrou n d  in  p sych ology a nd  sociology th a t had  
in trodu ced  m e to the theories  o f m otiva tions  and  the des ire to u n d ers ta n d  how  
peop le ‘w ork ’. M y fou nda tion s  w ere va lu a b le to th is  s tu dy, b u t th ey h a d  to expand  
ra p id ly over the cou rse o f the PhD  to in corpora te ph ilosoph ica l u nders ta n d in g, 
a dva nced  s ta tis tica l analys is , qu a lita tive con ten t ana lys is , w ritin g skills  and  
recogn is in g the th eoretica l con trib u tion  o f the s tu dy. A s  I en tered  the field  o f 
fa cilities  m a n a gem en t resea rch  the concep tu a l u n ders ta n d in gs  th a t I had , needed  
to b e m ou lded  to the app lied  a ren a  o f the b u s iness  w or ld , w h ere the em phas is  
changed  from  theoretica l exp lana tions  to m ea su rin g p erform a n ce a ga in s t others, 
p rovid in g in terp reta tions  o f these d ifferences  as w ell as p rovid in g p ra ctica l 
m eth od s  for redu cin g them . M y resea rch  sk ills  and  kn ow ledge h a ve b ecom e 
excitin gly w orth w h ile and  p racticab le, h a vin g a  rea l in flu en ce on  rea l p eop le in  
th eir w ork  lives  and b y focu s s in g on m otiva tion  th is  w ill h op efu lly b e an  in flu ence 
th a t is  pos itive.
U n derta k in g  th is  resea rch  has  given  m e an in -depth  kn ow ledge on  m otiva tion , 
an cilla ry w orkers  and the U K pu b lic sector and spa rked  an  en orm ou s  in teres t in  
the field . Th is  d iscovery w ill u n dou b ted ly in flu ence a rea s  o f resea rch  I w ill em b a rk  
on in  the fu tu re, a longs ide w h ich  m y ca reer w ill develop . I hope th is  s tu d y ha s  n ot 
on ly spa rked  m y in terest, b u t a lso th a t o f oth ers  in  the fie ld  for fu rth er resea rch  
in to w ork  m otiva tion .
Th e m os t im porta n t p roficiencies  th a t en dea vou rin g a  Ph .D . h a s  b es tow ed  m e w ith  
a re those o f perseverance, pers is tence and  determ ina tion . O ver a  p eriod  o f five and
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a  h a lf yea rs  the a ppea l and  a ttraction  o f th is  m a m m oth  in ves tiga tion  h a s  had  its 
pea ks  and  trou gh s , b u t w ith  these im porta n t skills  the trou gh s  w ere overcom e to 
lea d  to a  sense o f a ccom p lishm en t. Th e resea rch  has m otiva ted  m e a t a ll levels , 
b u t perh a ps  m os t a t the n eed  for grow th , b ecom in g  a ll one can  b ecom e and  self-  
fu lfilm en t. S elf- a ctu a lisa tion  is  o f cou rse ever-m otiva tin g  thou gh , so th is  w ill 
certa in ly b e th e firs t o f m a n y su ch  experiences .
Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's theory o f  mot ivat ion to anci l lary st a f f
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Levene sta tis tic for H E  sa tis fa ction  &  im porta n ce 
qu estions
L in ea r regress ion  for N H S sa tis fa ction  8s im porta n ce 
qu estions  (Residu als)
In dependen t grou ps t- test b etw een  N H S  and  H E  need  
sa tis fa ction  and need  im portance
Page
451
467
473
476
481
492
498
517
518
519
536
539
543
544 
640 
644
648
666
667
685
686 
698
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A p p en d ix 23 
Ap p en d ix  24 
A p p en d ix 25
In depen den t grou ps  A N O V A  b etw een  w ork  grou p need
sa tis fa ction  and  need  im portance
In depen den t grou ps  AN O V A  b etw een  m a le and  fem a le
n eed  sa tis fa ction  and need  im porta n ce
Pea rson  r correla tion  for s ta ffs  overa ll sa tis fa ction
accord in g to em p loying organ isa tion
706
710
702
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Appendix  1
R e se arc h  f e e dbac k  e v e n t s an d  de le gat e s
M ast e rc lass 200 0
M e e t ing  2 8 th J an uary  2003
She f f ie ld  H al lam  Un iv e rsi t y
A G E N D A
9 . 1 5  -  9 . 3 0  
9 . 3 0  -  1 1 . 0 0
1 1 . 0 0  -  1 1 . 1 5
1 1 . 1 5  -  1 2 . 0 0
1 2 . 0 0  -  1 3 . 0 0  
1 3 . 3 0  -  1 5 . 0 0
1 5 . 0 0  -  1 5 . 3 0
M eet coffee/  tea  
Presen ta tion  b y M ark 
S w a les  
Tea/  C offee
Joh n  Flow ers  feedb a ck  vis it 
to S pa in  A lcorcon  &  San 
C arlos  H osp ita ls  
Lu nch
Presen ta tion  b y Lou ise 
Sm ith
C o ffee/ tea  &  clos in g
deb a te
N ext m eeting
8 t h  &  9 t h  A p r i i  2 0 0 3
Arrive FM G C
D elivery o f FM  S ervices  a t S heffield
H a llam  U n ivers ity
B rea k
O pen  d is cu ss ion
S pan ish  H otel &  Fou nda tion  Tru s t 
S ta tu s
PhD  Th es is  on M otiva tion  and 
S u pport W orkers  
C onclu s ion
Ideas  for fu tu re m eetin gs  
Join t m eetin g
D olph in  S qu a re H otel London
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M asterclass 2003 
Tu esday 28 Janu ary 2003
Sheffield Hallam U niversity
FM G C
C hris tin e B u rns , Facilities  D irector, Roya l G rou p o f H osp ita ls  and  D en ta l H osp ita ls  &  
M a tern ity H osp ita ls  Tru st, B elfas t.
Joh n  Flow ers, D irector o f Facilities , S tockport N H S  Tru s t.
S teve G oodch ild , D irector o f P rop erly &  M ed ica l E ngin eerin g, G lou cestersh ire 
H osp ita ls  N H S  Tru st.
S teve Ta ylor, D irector o f Facilities , S ou th port &  O rm skirk  H osp ita l N H S  Tru s t.
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9 .00 -
9 .15 -
10 .00
10.45
11.00
12.30
13.30
14.15 
15.00
M asterclass 2000
23rd O ctober 2002 
Sheffield Hallam U n iversity
Agenda
9.15 M eet coffee/ tea
10.00 Lyn da  H inxm an
FM G C
- 10.45 Lou ise Sm ith
FM G C
- 1 1 .0 0  Tea / C offee
- 12.30 Peter W ea rm ou th
N H S  E states
- 13.30 Lu nch
- 14.15 Ja yne C ooper
Inven tu res
- 15.00 C liff Price
- 15.30 C offee/  Fu tu re m eetin gs
A rrive FM G C
FM  tra in in g form a l opportu n ities  
Phd  thes is
M otiva tion  o f su pport w orkers  
B rea k
E FQ M  th eory 
E FQ M  stu dy
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M asterclass 2002
W ednesday 23 O ctober 
Sheffield Hallam U niversity
FMG C
P a u l B on d , D irector  o f E s ta tes  85 F a cilities , N orth  C h es h ire H os p ita ls  N H S  T ru s t
C h ris tin e B u rn s , F a cilities  D irector, R oya l G rou p  o f H os p ita ls  a n d  D en ta l 
H os p ita ls  &  M a tern ity H os p ita ls  Tru s t, B elfa s t.
A la n  C on n or, F a cilita tion  W ork s
J oh n  F low ers , D irector  o f F a cilities , S tock p ort N H S  T ru s t
S teve G ood ch ild , D irector  o f P rop erty 8 5  M ed ica l E n gin eer in g , G lou ces ters h ire 
H os p ita ls  N H S  T ru s t
A la n  G ryn yer, S en ior  A d vis er , N H S  E s ta tes  S ou th  W es t
Pa u lin e Lew in , A s s is ta n t D irector  o f F a cilities , H u ll &  E a s t York s h ire  H os p ita ls  
N H S  T ru s t
S teve Ta ylor , D irector  o f F a cilities , S ou th p ort & O rm s k irk  H os p ita l N H S  T ru s t
Evaluat ing  the appl icabi l i ty o f  Masl ow's theory o f  mot ivat ion to anci l lary st a f f  .
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S tockport E 2 E
NHS Trust
Estates Directorate
S tepp in g  H ill H osp ita l 
P op la r  G ro ve  
Stockport SK2 7JE
Please ask fo r  John F low ers D irect L in e: (0161 )419 5180
O u r R ef: JEF/MJB/ D epartm en t Fax: (0161) 419 5267/5315
18th Feb ru a ry 2003
L ou is e  S m ith -  Resea rch  F e llo w
Th e F a cilities  M a n a gem en t G radu ate C en tre
U n it 7
S cien ce Pa rk 
S h effie ld  
S I 1 W B
D ea r  Lou is e
Re: Motivation and Support Workers -  Presentation to NHS Masterclass 2000
I  w ou ld  lik e to thank you , on  b eh a lf o f  m y co llea gu es  and p erson a lly fo r  th e ex trem ely in teres tin g 
and in form a tive presen ta tion  you  d elivered , fir s tly in  N ovem b er  2002 and aga in  m ore recen tly in  
Janu ary 2003.
Th e con ten t o f  you r in itia l p resen ta tion stim u la ted and w h etted  appetites , evid en t from  requ ests 
that I r eceived  from  co llea gu es , a sk in g i f  I w ou ld  organ is e a repea t even t -  soon er rather than 
la ter. Pa ten tly, you r research  is o f  rea l va lu e to sen ior m anagers , p a rticu la rly th ose w h o  w ork  
w ith in  a  fa cilities  en viron m en t.
F rom  d iscu ss ions w ith  collea gu es  it is clea r that th ey and other practitioners  are gen u in ely 
in teres ted  to lea rn  m ore abou t the forces  that p rom ote and the forces  that inh ib it p erform a n ce . 
M o tiva tion  is m a n ifes tly p ivota l, and a  ph enom enon  that w e  w ou ld  a ll lik e to k n ow  m ore ab ou t. 
Y o u r  in itia l presen ta tion  and la tterly the in form a l even t p rovid ed  an op p ortu n ity to ga in  an 
u nders tand ing abou t the processes  at w ork , w h ich  in flu en ce p eop le; p eop le w h o iron ica lly r ece ive  
the lea st rew a rd , but w h o  a rgu a b ly h a ve the grea test poten tia l to en act and im p a ct ou r 
clien ts/cu stom ers .
Th a n k  you  fo r  an en ergis in g, en ligh ten in g and ed ifyin g  ins igh t in to the forces  and m ech an ism s  at 
w o rk  that in flu en ce and m otiva te ou r su pport s ta ff.
Y ou rs  s in cerely
D irector  o f  E sta tes
C h ie f  E x e c u t iv e :  D r  C  F  B u rk e  C h a irm a n :  R o b in a  S h a h INVESTOR IN PEOPLE
FACILIT IES MANAGEMENT  RESEARCH AND APPLICAT ION FORUM
Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot i vat ion to anci l lary st a f f
HIGHER AND FUR T HER  EDUCAT ION
S t r a t e g i c  F M
R e v i e w  o f  Ye a r  4  -  P l a n n i n g  f o r  Ye a r  S
WOR K SHOP 4/6 - 30 MAR CH 2000
IMPER IAL COLLEGE LONDON
SIR  ALEX ANDER  FLEMING BUILDING, ROOM G34
9 .30 C offee and  regis tra tion
10.00 W elcom e
10.10 In trodu ction  to the day
10.20 M axim is in g W orkp lace Produ ctivity
Gill Hale
11.10 C offee
11.20 “A  G ad fly in  the V ice-C h a n cellor’s E a r”
Mike Newell, Head o f Resources, Oxford Brookes University
12.05 D evelop in g S tra tegic Pa rtnersh ips
Clive Crawford, Director, Jarvis Projects
12.45 Lu nch
13.45 Report on Resea rch  Project C: S ta ff M otiva tion  in  S ervice D epa rtm en ts
Louise Smith, FMGC
14.15 Report on Resea rch  Project B : W here to S tu dy... -  U n ders ta n d in g the
Im portance o f the Phys ica l E n viron m en t to S tu den ts  and Pa ren ts  in
M a kin g Loca tion  D ecis ions
Louise Smith & If Price, FMGC
14.40 Report on Resea rch  Project A: Tow a rd s  In tegra ted  S ervices  M odels  o f
FM  D elivery in  H E  In s titu tion s
Fides M atzdorf
14.55 Tea
15.05 Lookin g B ack: Review  o f Yea r 4
Fides M atzdorf & If  Price
15.30 Lookin g Ahead : Th e Program m e for Yea r 5
Fides M atzdorf & If Price
16.00 C lose
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HIGHER AND FURT HER  EDUCAT ION
Evaluat ing  the appl icabi l i ty o f  Masl ow's theory o f  mot ivat ion to anc i l lary st a f f
S t r a t e g i c  FM 
R e v i e w  o f  Ye a r  4 -  P l a n n i n g  f o r  Ye a r  5
WORK SHOP 4/6 - 30 MARCH 2000  
IMPERIAL COLLEGE LONDON 
SIR  ALEX ANDER  FLEMING BUILDING, ROOM G34
Imper ia l  Col lege o f  Science, Technology &  Medic ine
B rian  H ill-S am u el
Loughborough  Universi ty
Roy H ill, E sta tes  D irector
Pa rviz Partow , M a in tenance M anager
Manchester  Met ropol i tan Universi ty
Ton y W illiam s , S ervices  D irector
Universi ty o f  Bradford
S u san  Rob inson
Universi ty o f  Lei cester
S im on  B ritton, D irector o f E sta tes  and B u ild ings  
Richa rd  G reen , H ead o f C lien t S ervices
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FACILIT IES MANAGEMENT  R ESEARCH AND APPLICAT ION FORUM  
HIGHER AND FUR T HER  EDUCAT ION
S t a f f  M o t i v a t i o n  i n  Se r v i c e  De pa r t me n t s
WOR K SHOP 4/5 - 10 FEBRUAR Y  2000  
UNIVERSIT Y  OF NOR T HUMBRIA  
COACH LANE CAMPUS - CLINICAL SK ILLS UNIT  
ROOM 13
9 .30 C offee and  regis tra tion
10.00 W elcom e
David Chesser, Deputy Vice Chancellor (Resources)
10.10 In trodu ction  to the day 
Fides M atzdorf
10.20 W in n in g  the Fu tu re’ -  and keep in g peop le on b oa rd  
Sylvia Cotton &  Stuart Ogden, M idland Mainline
11.10 C offee
11.20 ... and w h a t gets  you ou t o f b ed  in  the m orn in g?
Richard Allen, English Tourist Board
12.05 U pda te on Resea rch  Project B : S ta ff M otiva tion
Louise Smith, FMGC
12.25 U pda te on Top ics  for Yea r 5
Fides M atzdorf &  If Price, FMGC
12.45 Lu nch
13.45 W h a t w ou ld  your cleaners  do for you?
Pat McGrath, R.C.C.S., University o f Sheffield
14.30 A  w a y o f life: in form a l lea rn in g and s ta ff m otiva tion  (p a rt 1)
Margaret Dale
15.00 Tea
15.20 A  w a y o f life: in form a l lea rn in g and s ta ff m otiva tion  (pa rt 2)
Margaret Dale
16.00 C lose
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F A CIL IT IES M A NA GEM ENT  R ESEA R CH  A ND A P P L ICA T ION FOR UM  
H IGH ER  A ND F UR T H ER  EDUCA T ION
S t a f f  M o t i v a t i o n  i n  Se r v i c e  D e pa r t me n t s
WOR K SH OP  4/5  - 10 F EBR UA R Y  2000  
UNIVER SIT Y  OF  NOR T H UM BR IA  
COA CH  LA NE CA M PUS - CL IN ICA L  SK ILLS UNIT  
R OOM  13
De Montfort University
P eter  W yn n , D ep u ty D irector  o f 
F a cilities
B r ia n  C h in a , D irector  o f F a cilities  
S tep h en  R ob in s on , H ea d  o f 
R ecrea tion a l F a cilities  
K en  E a rp , L eices ter  C a m p u s  
M a n a ger
Imperial College o f  Science, 
Technology & Medicine
R ich a rd  Toy 
N ick  B la ck
Loughborough University
R oy H ill, E s ta tes  D irector  
N orm a n  E lk in g ton , A s s is ta n t 
M a in ten a n ce E n g in eer
Manchester Metropolitan 
University
Ton y W illia m s , S ervices  D irector  
C a th erin e A n d ers on , S ervices  
M a n a ger  (Q u a lity)
University o f  Bradford
S u s a n  R ob in s on
University o f  Durham
S teve Joh n s on , A s s is ta n t D irector  
(Fa cilities )
G a il B u lm er , C lea n in g  M a n a ger  
D a w n  Lon gs ta ff, A d m in is tra tive 
S u p ervis or
N ico la  O w en s , C lea n in g  S u p ervis or
University o f  Leicester
R ich a rd  G reen , H ea d  o f C lien t 
S ervices
J im  S h a w , D irect S ervices  M a n a ger
University o f  Manchester
J erem y H ill, A rea  M a n a ger  
M ik e B eg ley, A rea  M a n a ger  
B a rry C h a d w ick , A rea  M a n a ger
University o f  Northumbria at  
Newcastle
S on ia  M cM u rch ie, A d m in  &  S ervices  
M a n a ger
J oyce W ylie 
T revor  Th ir low  
A la n  D ryd en  
Trevor  A rm er  
Ka ren  C orjier
University o f  Sunderland
Ia n  G ra y, D ep u ty D irector  o f E s ta tes  
H elen  Tom p k in s  Tra in in g  M a n a ger  
F ra n k  H ow ett 
P a u lin e M cC u lley 
L es ley L in d o
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H e a l t h  S e r v i c e  F a c i l i t i e s  M a n a g e m e n t  
R e s e a r c h  a n d  A p p l i c a t i o n  F o r u m  
Y e a r  5 W o r k s h o p  6 
8 JULY 1999
P a r t n e r s h i p s  a n d  C o l l a b o r a t i o n  i n  P r a c t i c e  
& E n d  o f  Y e a r  R e v i e w
A g e n d a
9 .30 - 10.00 C offee and  Regis tra tion
10.00 - 10.10 In trodu ction  to the day
Professor If Price, Co-Director, FMGC
10.10 - 11.00 Princip les  o f Pa rtnersh ip  and C olla b ora tion
and  feedb a ck o f Foru m  Pa rtnersh ip  resea rch  
Professor If Price, Co-Director, FM GC
1 1 .0 0 -  11.30 C offee
11.30 - 12.00 An  E va lu a tion  o f A ltern a tive N H S  C a terin g S ystem s
John Clark, Senior Lecturer and D r Joanne Hort, 
Sheffield Hallam University
12.00 - 12.45 C om m on Pu rpose - Pa rtnersh ip  w ith in  cities
Mark Swales, Facilities Directorate, Sheffield Hallam 
University
Common Purpose Graduate
1 2 .4 5 -  1.45 Lu nch
1 .4 5 - 2 .1 5  Report b ack on S pace U tilisa tion  resea rch
David Rees, Research Fellow, FMGC
2 .15 - 2.45 Report b ack on A n cilla ry S ta ff M otiva tion  resea rch
Louise Smith, Research Associate, FMGC
2 .45 - 3.30 Looking ahead - W here now  for Yea r 6?
D iscu ss ion
3.30 C lose and Tea
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H e a l t h  S e r v i c e  F a c i l i t i e s  M a n a g e m e n t  
R e s e a r c h  a n d  A p p l i c a t i o n  F o r u m
8 J UL Y  1999
L i s t  o f  D e l e g a t e s
A ire dale  Ge ne ral H o sp i t al
Richa rd  Fisher, C om m ercia l Services  
D irector
Barnsle y  Co m m unit y  & P rio ri t y  
Se rv ic e s NH S T rust
Kevin  H owes, D irector o f E sta tes
Basse t law  NHS T rust
M Tite, D epu ty H otel S ervices  M anager
Burn le y  H e alt h  Care  NHS T rust
G eoff Su m m ers , D irector o f Facilities  &  
P lann ing
M a ria  Sm yth, H otel S ervices  M anger
Ce nt ral No t t ingham sh ire  Healt hc are  
NH S T rust
A la n  Sands, D irector o f E sta tes  &  
Facilities
H elen  C rom pton , A s s is ta n t D irector 
Pa tien t S ervices
Ce nt ral She f f ie ld  Un iv e rsi t y  
H o sp i t als NH S T rust
G illian  Th irsk , A ctin g G enera l M anager 
(H otel S ervices)
E m m a  W ilson , C a tering S ervices  
M anager
Co nw y  & De nbighsh ire  NHS T rust
C hris  W ilcock, P rop erly D evelopm en t 
M anger
Co unt y  Durham  & Darling t o n  
P rio ri t y  Se rv ic e s NHS T rust
C hris  Pa rsons, D irector o f Facilities  
Rob  C ow ell, H ead  o f E states  
Yvon n e W a tson
East  Y o rk sh ire  Co m m unit y  H e alt h  
Care
A n ton y G oforth , Facilities  In form a tion  
M a na ger
S teve B erry, Facilities  M anager
Gle n f ie ld  H o sp i t al NH S T rust
Ian  S ta tham , H otel S ervices  M on itorin g 
M a n a ger
Ipsw ic h  H o sp i t al NH S T rust
S teve H arru p, D irector o f E sta tes  &  
Facilities
L e ic e st e rsh ire  & R ut land  H e alt hc are  
NH S T rust
S tan  C la rk, A ctin g D irector o f Facilities
L i fe Span  H e alt hc are  NH S T rust
Pau l Frogga tt, H otel S ervices  M anger 
C hris  Francis , Fa cilities  M a n a ger 
Trevor C olcom b , C PU  M a na ger
No rt he rn  Ge ne ral H o sp i t al
Kevin  O ’Regan , D irector o f O pera tions  
Peter Th u rsb y, A s s is ta n t D irector o f 
O pera tions
Roy S u m m ers , N u trition  &  Food  
S ervices  M a n a ger
No rt h  East  L inc o lnsh ire  NH S T rust
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Ph il N orm an ton , E state M a in tenance 
M a na ger
No rt h  East  W ale s NHS T rust
H arold  Jones , D irector o f E sta tes  and 
Facilities
P inde rf ie lds &  P o n t e f rac t  H o spit als  
NH S T rust
A la n  C ain , S u pport S ervices  M anager 
Ia in  B rod ie, G enera l M anager -  
S u pport S ervices
R o y al H ull H o sp i t als & East  
Y o rk sh ire  H o sp i t als
Pau line Lew in, A s s is ta n t D irector o f 
Facilities
Pete G ooda ll, P roperty M anager 
M a lcolm  Tell, S tra tegic Procu rem en t 
M a na ger
Salfo rd  R o y al H o sp i t als NHS T rust
B eth  Taylor, G enera l M anager - 
Facilities
Joh n  Kerrane, D epu ty G enera l
M a na ger - Facilities
M a rk Lyons, C a terin g M anager
Sc arbo ro ugh  & No rt h  East  Y o rks 
H e alt hc are  NH S T rust
Joh n  W ane, D irector o f Facilities  
M a rtin  Aveya rd , E sta tes  O fficer
S a rah  Rob erts , C a terin g M anager
She f f i e ld  Ch i ld re n ’s H o sp i t al NHS  
T rust
B ria n  D  Sm ith , D irector o f H ea lthca re 
Facilities
A n n  O w en , S u pport Services  M anager
So ut h  Durham  H e alt hc are  NHS  
T rust
A lison  M cC ree, H ead  o f H otel S ervices
So ut h  T y ne side  H e alt hc are  NHS  
T rust
S C  Foster, E xecu tive D irector, 
Facilities
St o c k po rt  H e alt hc are  NH S T rust
A n d rew  Proctor
W ak e f ie ld  & P o n t e f rac t  Co m m unit y  
H e alt h  NH S T rust
Liz W a lters , Facilities  M a na ger
West  Suffolk  Hosp i ta l  NHS Trust
Riva  Kn ight, C a terin g M a n a ger 
M el W arren , C on tra cts  M a na ger
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9 .30  - 
1 0 .0 0
10.30
13.00 
1400 -
1500 - 
1515 -
1600
F A C IL IT IES M A NA GEM ENT  GR A DUA T E  CE NT R E  
H e a l t h  S e r v i c e  F M  R e s e a r c h  a n d  A p p l i c a t i o n  F o r u m  
F r id ay  3 J u ly  1998  
Sw a l lo w  H o t e l , So ut h  N o rm an t o n
SCENA R IO  P L A N NING A N D R E V IE W  O F  Y E A R  4
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Appendix 2
H um an ist ic  P sy c ho lo gy : T he  W ide r  F ie ld
W ith in  th is  a ppen d ix con s id era tion  w ill be given  to oth er th eories  o f person a lity in  the 
h u m a n is tic p sych ology field , in clu d in g the b as is  for th e selection  o f M as low 's  theory 
o f hu m a n  m otiva tion  in  h ow  each  th eory can  b e encom pa ssed  b y the chosen  
exp la na tion . Th e specific theories  th a t have b een  selected  w ere chosen  on the b a s is  o f 
relevance to M as low 's  ra tiona le in  their com pa ra b ility to the exp la n a tion  and  so 
h a vin g som eth in g to offer th is  investiga tion . A lth ou gh  other s tances  on m otiva tion  
su ch  as socia l constru ctivis t and b eh a viou ris t cou ld  have b een  fu rth er cons idered  at 
th is  poin t, their va lu e to the resea rch  are th ou gh t to b e lim ited . It is  o f grea ter va lu e 
therefore to look a t the w id er field  from  w h ich  the exp la n a tion  u n d er investiga tion  
originates .
A d le r 's  I n d iv idual P sy c h o lo g y  (1 9 2 7 )
A d ler a rgu ed  th a t ou r action s  a re gu ided  b y ou r u n d erlyin g a ttitu des  tow a rd s  life and
“that current behaviour is directed towards future goals . People have a 
purpose in life - to attain perfection - and are motivated to strive 
toward attainment o f this ideal." (Ryckm an , 2000, p. 119)
Th is  is a  com m on  them e in  th eories  o f persona lity, th a t th ere is  an  u ltim a te goa l th a t 
peop le strive to sa tis fy in  their  a ttitu des  and b ehaviou r. M a s low  term ed  th is  self-  
a ctu a lisa tion , w here peop le strive to b ecom e a ll th ey ca n  becom e.
For  Ad ler, the in d ividu a l’s u ltim ate goa ls  th a t th ey form u la te can  lead  them  dow n  a  
cons tru ctive or destru ctive pa th . Th e cons tru ctive pa th  lea d s  peop le to b e co ­
opera tive, good  w illed  and act in  the socia l in teres t. Th e on ly w a y th a t peop le can 
ach ieve their u ltim ate goa ls  on th is  pa th  is  to con trib u te tow a rd s  th e w elfa re o f
P ag e  4 6 7  I  A p p e n d i x  2
Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's theory o f  mot i vat i on to anci l lary st a f f
others . Th is  cou ld  b e cla ss ified  as the love and b elon gin gn ess  n eed  cla ss ifica tion  of 
M a s low 's  n eed  h iera rch y for h u m an  m otiva tion , w h ich  peop le m u s t p a ss 'th rou gh  in 
order to ach ieve the u ltim a te goa ls  o f self- actu a lisa tion .
It w a s  essen tia l a ccord in g to Ad ler, to s tu dy h u m an  m otiva tion  in  the socia l con text, 
as socia l p rob lem s  and va lu es  have a  m a jor in flu ence. Th is  is  a lso s im ila r to M as low  
w h o a cknow ledged  the in flu ence o f the en viron m en t in  p rovid in g the scope for 
m otiva tion . Peop le n eed  to a ct tow a rd  the socia l in teres t w h ich , a ccord in g to Adler, is 
to form  a  com m u n ity. H e presu m es  th a t the poten tia l for socia l in teres t is  innate. To 
ach ieve a  com m u n ity peop le n eed  to strive for oth ers ’ goa ls  w h ich  im p lies  a  sense o f 
resp ect and con s idera tion  for a ll hu m an  b eings. Th is  can  aga in  b e seen  as M as low 's  
love and  b elon gin gn ess  need, and respect for oth ers  cou ld  appea l to es teem  needs.
Ad ler describ ed  fou r m a in  lifestyles  as the w a ys  in  w h ich  peop le pu rsu e their goa ls . 
Th ese lifes tyles  em erge as reactions  to p eop le’s perceived  or a ctu a l in feriority and as 
su ch  reflect their type o f persona lity. H eredity, environm en t, con sciou sn ess  and 
u n con sciou sn ess  a ll con trib u te to person a lity developm en t. Th e firs t type o f lifestyle 
he iden tified  is  the ruling type w h ere ind ivid u a ls  la ck  socia l in teres t and cou rage.
Th ey strive for person a l su periority and as su ch  exp loit and  h a rm  others . Th e getting 
type is  the second  lifestyle and th ey m ake little effort to solve th eir ow n  prob lem s  and  
a re rela tively pass ive. Th ey rely on others  to take ca re o f them . Th e n ext lifes tyle is 
the avoiding type w h o cannot solve crises as they la ck  th e con fidence. Th e fina l 
lifes tyle is  the social useful type w h o trea t each  other w ith  respects  and  cons idera tion , 
a re n ot con flictin g or a ggress ive w h en  h a n d lin g p rob lem s . Th ey h a ve cou rage to face 
p rob lem s  and u se th is  to solve them.
Th e lifes tyles  are d ifficu lt to in terp ret in  term s o f M as low 's  th eory b eca u se he 
focu ssed  on  h ea lth y d evelopm en t tow ards  an u ltim a te goa l, and  so does  n ot fit in to . 
th e nega tive lifestyles  p rescrib ed  b y Ad ler. A d d ition a lly M a s low  did  n ot con s ider the 
rou tes  peop le w ou ld  take in  m otiva tion  as he recogn ised  the u n iqu en ess  o f 
experiences  th a t ind ividu a ls  have.
Th e b a s ic dynam ic force for a ll hu m an  a ctivity is the s trivin g from  a  feelin g o f 
in feriority to su periority (or p erfection ). In feriority feelin gs  are the sou rce o f a ll h u m an  
m otiva tion , and an y a ttem pt to p rogress , grow  or develop  is  to overcom e these
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in feriorities . Th is  s triving for p erfection  and su periority is  inna te. Th is  m a in  prem is e 
o f A d ler ’s th eory is  s im ila r to M a s low ’s p rocess  o f m otiva tion  d escrib ed  th rou gh  the 
depriva tion -dom in a tion  propos ition . W hen  a  need  is deprived  or in  a  n ega tive state (or 
feelin gs  o f in feriority are dom inan t) then  it directs  b eh a viou r for its sa tis fa ction  
(overcom e in feriority to ach ieve su p eriority).
M a s low  in  fa ct s tu d ied  u n d er A d ler and gave h im  cred it for h a vin g in flu enced  his 
th in kin g (D an iels , 2001), b u t M a s low  w en t on to develop  a  m ore com p reh en s ive and 
h olis tic view  o f hu m an  m otiva tion . O ne th a t app lied  to the m a jority o f hu m ankin d  
w ith  h ea lth y developm en t com pa red  to the s ligh t n ega tive focu s  o f A d ler ’s th eory o f 
m otiva tion  and  lifes tyles  to ach ieve this . A d ler ’s th eory sh a red  som e o f the criticism s  
th a t M a s low  a lso fa ced  w ith  p oorly defined  concepts  and  little em pirica l su pport, b u t 
he w a s  p ra is ed  for pers is tin g w ith  ra d ica l in d ividu a lity. A d ler can  be view ed  as  s im ila r 
to M a s low  in  recogn is in g d ifferences  b etw een  peop le in  th eir en d ea vou r tow ard  
u ltim a te person a l developm en t.
Carl  R o g e rs ’ P e rso n -C e n t re d  T h e o ry  (1 9 61 )
Th e m a in  d riving force o f m otiva tion  accord in g to Rogers  is  the s elf- a ctu a lis in g 
tendency. A n  inna te sou rce o f m otiva tion  w h ich  he describ ed  as
“an active, controlling drive toward fulfilment o f our potentials that 
enables us to maintain and enhance ourselves."
(Ryckm an, 2000, p. 119)
Th is  is  o f cou rse s im ila r to M as low 's  u ltim a te h u m an  need, b u t as lea ders  o f the 
H u m an is tic Psychology school o f th ou gh t th ey b oth  con s ider th a t p eop le are 
in trin s ica lly good  and  n a tu ra lly seek opportu n ities  for grow th .
M otiva tion  is  b ased  on su b jective rea lity for Rogers  ra th er than  externa l, ob jective 
rea lity. Th e inner experience o f the in d ividu a l in clu des  consciou s  and  u n con sciou s  
rea lity, w h ich  h ea lth y peop le can express  and sym b olise th rou gh  m otiva tion . Rogers  
ou tlined  the organismic valuing process  w h en  in d ividu a ls  m ake ju d gem en ts  from  their  
ow n  experiences , op in ions  o f others  and their  ow n ju d gem en ts  a b ou t p erson a l grow th
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and  developm en t. Ju dgem en ts  are n ot static, th ey change over tim e follow in g 
experiences . Th e ten den cy for self- a ctu a lisa tion  has  a  b iologica l and p sychologica l 
b a s is  w h ich  in flu ences  the ju d gem en ts  th a t peop le m ake. Th e b iologica l a spects  are 
d rives  for b a s ic su rviva l for food , w a ter and air. Th e p sych ologica l a spects  are driven  
b y th e need  to b ecom e a  m ore w orth w h ile hu m an  being . Th e en viron m en t or society 
ha s  to a ct in an encou ra gin g w a y for the va lu in g p rocess  and self- a ctu a lisa tion  to b e 
rea lised . Fa u lty socia lisa tion  p ra ctices  can  lead  to fear, ign ora n ce and  defensiveness  
(Ryckm an , 2000, p. 463). Th ese deta ils  o f m otiva tion  are once aga in  s im ila r to 
M as low 's  ow n theory o f hu m an  m otiva tion . H e su pported  the notion  o f b iologica l 
d riven  m otiva tion  th rou gh  the phys iologica l and sa fety needs, and  psych ologica l 
m otiva tion  th rou gh  love and  b elongingness , es teem  and  fin a lly s elf a ctu a lisa tion  
needs . M as low  a lso su pported  the need  for the en viron m en t to p rovide the scope for 
n eed s  to b e recogn ised  and m otiva tion  to prosper.
If the va lu in g p rocess  is  u sed  fu lly, ind ividu a ls  w ill in evita b ly experien ce persona l 
grow th  and  m ove tow a rd  rea lis in g their poten tia ls . Th e in d ividu a l is  a  fully  functioning 
person w h en  their poten tia ls  h ave b een  rea lised . Rogers  ou tlined  severa l 
cha racteris tics  o f the fu lly fu nction in g person . Th ey are open  to experien ce in  th a t 
th ey are n on -defens ive and open  to a ll th eir  feelin gs . Th ey are ch a ra cterised  b y 
exis ten tia l livin g th a t is th ey take experiences  as th ey occu r ra th er than  im pose 
p recon ceived  m ean ings  on them . Th ey are open  and  flexib le to n ew  experiences . Th ey 
m ake their ow n choices  and do w h a t th ey feel is righ t, and b eca u se th ey are open  to 
n ew  experiences  th ey are crea tive and w illin g to take risks . Th e fu lly fu n ction in g 
person  lives  a  rich er life than  others, one th a t is  ch a llengin g, excitin g, m ea n in gfu l 
and  rew a rd in g. Th e cha racteris tics  ou tlined  b y Rogers  are s im ila r to th ose describ ed  
b y M a s low  for self- a ctu a lised  ind ividu a ls , w h o a re p rob lem - focu ssed , con fid en t in 
their  experiences  and apprecia te person a l grow th . B u t s ince b oth  a re from  the school 
o f H u m a n is tic Psychology, the u ltim a te developm en t m u s t b e p erson a l grow th . B oth  
a lso con s ider the h igh est m otiva tion  as a  p rocess  ra th er than  a  s ta te o f b ein g and a  
d irection  ra th er than  a  destina tion . M otiva tion  for th is  h igh es t develop m en t is 
con tin u ou s  n ot an end  poin t.
Rogers  p roposes  th a t ind ividu a ls  develop  a  social s e lf in  their  developm en t; a  set of 
u n iqu e cha racteris tics  form ed  th rou gh  con ta ct w ith  others. Th rou gh  in tera ction  w ith  
s ign ifica n t persons  in  ou r environm en t (su ch  as pa ren ts , fam ily, teachers , friends),
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th e con cep t o f the s elf develops  and encom passes  the eva lu a tion s  w e feel oth ers  m ake 
o f u s . Ra th er than  form in g the s elf th rou gh  w h a t th e in d ivid u a l feels , it is  form ed  
from  w h a t others ' th ink . Rogers ' a rgu ed  th a t ind ividu a ls  have a  pos itive rega rd  for the 
op in ions  o f others, and w h en  w e sa tis fy the need s  o f oth ers  w e a lso sa tis fy ou r own 
n eed  for p os itive regard . Th is  then  links  to the a ctu a lis in g ten den cy as peop le base 
ou r person a l grow th  and developm en t on  their  con sciou s  op in ions  o f them selves . Th is  
is s im ila r to M as low 's  love and b elongin gness  need  in  the fa sh ion  th a t peop le are 
m otiva ted  to b elon g and be accepted  b y s ign ifican t others , b u t a lso b y es teem  needs 
in  the rega rd  received  from  others  w h ich  in  tu rn  im pa cts  on in d ivid u a l’s ow n  self­
esteem . B oth  needs  are socia l as th ey rely on in tera ction  w ith  others  in  order for 
them  to form .
Rogers ' th eo iy w a s  b ased  on h is  clien t th era py and  p erson a lity a s sessm en ts  th a t he 
perform ed . H is th era py w a s  person  cen tred  in  th a t it w a s  b a sed  on  the feelin gs  and 
ju d gem en ts  th a t clien ts  m ade o f them selves  and  others. Th is  m eth od o logy can  be 
criticis ed  on severa l grou nds . F irs tly the th eory can  on ly b e b a sed  on  in form a tion  th a t 
clien ts  w ere w illin g to d isclose and feelings  and experien ces  th a t th ey cou ld  a rticu la te 
to the therap ist. Secondly, to rely o f clien ts ' su b jective in terp reta tions  o f even ts  and  
op in ion s  as va lid  in form a tion  is  du b iou s , as is the va lid ity o f the in form a tion  
d isclosed  th a t m a y have b een  distorted  to ga in  app rova l from  the th erap is t. As  a  
th eory o f h u m an  m otiva tion  th ou gh  it w ou ld  be u n eth ica l n ot to con su lt and  b a se 
theories  on the experiences  and ju d gem en ts  o f p eop le b u t u n derta ken  in  a  rigorou s  
w ay. Perhaps  a  triangu la tion  o f m ethodologies  w ou ld  be m ore fa vou ra b le and p rovid e 
a  m ore rou nded  and  rob u s t view  o f ind ividu a l's  m otiva tions . Th ird ly the person -  
cen tred  th eory ha s  a lso b een  criticised  for its  lim ited  u se o f con cep ts  to exp la in  a  
com p lex p rocess  (Ryckm an, 2000, p  482). Th e con cep t o f the a ctu a lis in g ten d en cy is 
the on ly m otive force in  the theory. Th ere a re therefore on ly tw o extrem es  o f 
p erson a lity in Rogers ' th eory - self- a ctu a lised  or m a lad ju s ted , w ith  little in  b etw een . 
Th ese extrem e cha racterisa tions  m a y b e the resu lt o f th e p erson a lity th eoiy b ein g 
seconda ry to the th eoiy o f thera py w h ich  concern s  its elf w ith  fu lles t fu n ction in g and 
m a la d ju stm en t. For a  h u m a n is t approach  on ly tw o types  o f p erson a lity is  insu fficien t. 
M as low 's  th eory u ses  m ore concep ts  and gives  a  m ore com p lex and  h o lis tic a pp roach  
to m otiva tion .
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Th e field  o f p erson a lity p sych ology seeks to exp la in  w h y peop le act as th ey do and 
w h y som e a ct d ifferen tly to others  in  the sam e or d ifferen t s itu a tion s . O n ly a  cou p le o f 
theories  have b een  cons idered  a t th is  stage, b u t those th a t h ave are in  the field  o f 
hu m a n is tic p sych ology so m ean in g fu l com pa ris ons  can  be m a de w ith  M aslow 's  
theory. A  them e th a t is  com m on  to these th eories  is the n otion  o f person a l grow th  
th a t peop le are m otiva ted  to rea lise their poten tia ls  and  seek  ach ievem en ts . For 
M as low  th is  is  term ed  self- actu a lisa tion , for A d ler th is  is  su periority and for Rogers ' 
th is  is  a lso actu a lisa tion . Th e com pa rison  w ith  M as low 's  th eoiy com es  in  the 
descrip tion  o f the process  to ach ieve persona l grow th . For A d ler on ly tw o extrem es  o f 
m otiva tion  are deta iled , one has  either a ch ieved  person a l grow th  or is  seek in g it. 
M a s low  h ow ever p rovides  a  m u ch  m ore deta iled  p rocess  to ach ieve th is  w ith  the fou r 
deficien cy needs, m a kin g  the th eoiy a  fa r  m ore m a n a gea b le and  testab le exp la na tion  
for h u m an  m otiva tion .
Th e socia l and  cu ltu ra l in flu ences  on m otiva tion  ha ve a lso b een  en com pa ssed  b y 
Ad ler's  and Rogers ' hu m a n is tic theories  as did M aslow . Th e in flu en ces  ca n  b e likened  
to th ose needs  describ ed  b y M as low  th a t rely on socia l in teraction . Th e love and 
b elongingness  need  can  b e com pa red  w ith  Ad ler's  socia l in teres t and  Rogers ' socia l 
self, w here a ll have a  n eed  to b e inclu ded  and accepted  in  the socia l grou p  for 
su ccess fu l person a l grow th . Th e socia l needs  can  a lso b e likened  to M as low 's  es teem  
need, w here peop le a tta in  es teem  from  others ' eva lu a tion  o f them  and  th en  the 
ind ivid u a l's  self- es teem  from  ass is ting others .
Ad ler, Rogers  and M as low 's  p ropos itions  share th e view  th a t the m otiva tion a l 
s tru ctu re is inna te and a ll cons ider consciou s  and  u n con sciou s  experien ces  to 
in flu ence m otiva tion . Th ey a lso a ll a ccepted  the b iologica l d rives  o f m otiva tion  w h ich  
for M as low  w ere phys iologica l and sa fety needs; for Rogers ' the actu a lis in g ten den cy 
had  a  b iologica l b ase; as did the su periority drive describ ed  b y Ad ler . D esp ite these 
s im ila rities  n ot a ll the theories  cou ld  be app lied  to the cu rren t in ves tiga tion  o f 
a n cilla ry s ta ff in  the pu b lic sector w ork  p la ce and so in crea sed  the a ppropria ten ess  o f 
M as low 's  m odel over the others .
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Appendix 3
Que st io n n ai re  M e t h o do lo g y
Q u estionna ires  w ere cons idered  an appropria te tool for the resea rch  for m a ny 
reasons . Th e m eth odo logy is  qu ick and ea sy to adm in is ter w h ich  w a s  m os t su itab le 
for the type o f sam p le in volved  and the com m iss ion in g clien ts  as  the techn iqu e had  to 
reach  a ll 25 N H S  Tru s ts  in  a  lim ited  tim e sca le. Th e self- a dm in is tered  qu estionna ire 
a lso a llow s  for sam p le va riety and sizes  to b e m et w ith in  the tim e sca le and adheres  
to th e resea rch ’s cost con s tra in ts . B y u s in g  th is  m eth od o logy respon den ts  cou ld  be 
rea ched  w h o w ere s itu a ted  at w id ely d ispersed  geogra ph ica l loca tions .
A s  poin ted  ou t b y H agu e (1993) qu estionna ires  are a  s ta n da rd ised  m ethod  o f a sk in g 
qu estions  m a k in g it an idea l m ethod  for com pa rin g p a rticip a n ts ’ responses  and  an 
efficien t w a y to collect data . B ecau se the responses  are received  in  th e sam e form at, a  
scorin g sys tem  can b e app lied  th rou gh ou t the ob ta ined  da ta  w h ich  im p roves  
relia b ility th rou gh  in terna l cons is tency. Th ere is a lso a  low  cost a ssocia ted  w ith  
qu estionna ires  in  term s  o f da ta  collection  and  p rocess in g, w h ich  w a s  m os t b efittin g 
for th is  in ves tiga tion  b ecau se there w as  still a  sm a ll b u d get d esp ite b ein g sponsored . 
Q u estionna ires  a lso avoid  in terview er b ia ses  as the in terview er is  n ot p resen t w h en  
the op in ions  a re expressed  and pa rticipan ts  a re n ot p ressed  or p rom pted  on is su es  
th a t are o f pa rticu la r in teres t to the in terview er th a t cou ld  su b sequ en tly d is tort the 
resu lts. Pa rticipan ts  a re ab le to p lace their ow n in terp reta tion  on  the qu estions , and 
respon d  a ppropria tely (O ppenheim , 1992, p. 102).
Th is  m ethod  is a lso m ore tim e efficien t than  other  m eth od s  su ch  as in terview s  as 
th ey requ ire b r ief responses  w h ich  m akes  them  m ore a p p ea lin g to responden ts , and 
da ta  collection  can  occu r a t the sam e tim e from  a ll popu la tion s , w h ich  in  th is  ca se is 
th rou gh ou t a ll 25 N H S  Tru sts . F isher and Lern er (1994) su gges t an a dva n ta ge o f 
qu estionna ire is  their d iscretion . Th ey can u n cover in form a tion  on  b eh a viou r th a t 
m igh t n ot b e pu b licly ob servab le. Peop le are ab le to exp ress  their  feelin gs  and 
em otion s  th rou gh  the a n onym ity o f qu estionna ires , as  opposed  to oth er m ethod s  o f 
da ta  ga th erin g su ch  as ob serva tion  and in terview s  (p. 318). For th is  p resen t stu dy,
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ga th erin g a ttitu des  to w ork  in  th e w orkp la ce can b e a  delica te opera tion  and the 
qu estion n a ire perm itted  a n on ym ity and hopefu lly m ore h on es t responses .
Q u estionna ires  do have lim ita tions . B erk  (1994) qu estion ed  th eir a ccu ra cy since 
respon den ts  m a y n ot report in form a tion  correctly, b u t th is  can  be cons idered  a  
da n ger for an y form  o f resea rch  m eth odo logy w here pa rticipa n ts  can  lie in  in terview s 
or act d ifferen tly w h en  b ein g ob served. She a lso recom m en d s  th a t qu estionna ires  do 
n ot yield  the sam e depth  o f in form a tion  as other  m eth od s  o f d a ta  collection , su ch  as 
an in terview , b u t qu estionna ires  can  still cover an is su e in -dep th  th rou gh  the 
in clu s ion  o f add itiona l qu estions . Th e ana lys is  is a lso a ccom m oda tin g du e to the 
s tru ctu red  na tu re o f the responses  (p. 46).
B ecau se the resea rch er is  not p resen t w h en  qu es tion n a ires  a re b ein g com p leted, 
th ere is  no opportu n ity for them  to correct m isu nders ta nd in gs , p rob e, offer 
exp lana tions  or help  responden ts . Q u estions  are therefore open  to m is in terp reta tion , 
w h ich  m a y lead  to inva lid  data . Th e a im  o f p ilotin g qu es tion n a ires  how ever is  to lim it 
th is  level o f m is in terp reta tion . Th rou gh  experim en tin g w ith  qu estion  w ord in g, 
in s tru ction s  for com p letion  and  the layou t o f the qu estionna ire, the scope for 
m is in terp reta tion  shou ld  be redu ced.
H a ra la m b os  and H olb orn  (1990) a rgu e th a t qu estion n a ires  ca n  be con s trictin g in  
tes tin g theories  as resea rchers  a ssu m e th a t th ey kn ow  the n eces sa ry item s  to tes t a  
th eory in the des ign  o f their qu estionna ire. Th ere is  little flex ib ility to a llow  for theory 
testing, b u t b y u s in g a  n u m b er o f m ethodologies  w h ich  is the case for the cu rren t 
inves tiga tion , th is  w ea kn ess  can b e overcom e. A lso w ith  qu es tion n a ires  responden ts  
cannot p rovide in form a tion  th a t is  not requ ested , and  ca n n ot a n sw er qu estions  th a t 
are n ot a sked  o f them  so resea rchers  cannot develop  hypoth eses  d u rin g the cou rse o f 
th e resea rch  and are lim ited  therefore to tes tin g  the theories  th ey a re a lrea dy 
exa m in in g (p. 733). B u t a  staged approach  to resea rch  is  a dvised  for tes tin g any 
th eory or ch ecking the fit o f an y m odel, so the da ta  ga th erin g can  be adapted  
a ccord in g to in terim  findings.
F isher and Lerner (1994) have a lso a rgu ed  a ga ins t the qu estion n a ire as  a  da ta  
ga th erin g  m ethod. Th ey pu rport tha t the techn iqu e show s  a  la ck  o f sen s itivity to the 
respon den t as it is a  cru de w a y in  w h ich  to collect in form a tion  from  peop le, and  they
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a rgu e their  respon ses  w ill b e im peded  b y th is  (p. 318). H ow ever it is  a  good  w a y to 
ad dress  sens itive or tab oo top ics  w here a n on ym ity is  gu a ra n teed  w h ich  is pa rticu la rly 
a pp ropria te for the cu rren t resea rch  ga th erin g person a l op in ions  o f w ork  and 
m otiva tion  in  the w orkp lace.
O ppenheim  (1992) has  a rgu ed  th a t there is  a  low  response ra te w ith  s elf­
a dm in is tered  qu estionna ires , con sequ en tly p la cin g b ia ses  in the d a ta  tow a rd s  a  
pa rticu la r typ e p f respon den t (p. 102). H ow ever w ith  the n a tu re o f th is  resea rch  b ein g 
com m iss ioned  b y m anagers , there w a s  an in cen tive for them  to en su re the 
qu estion n a ires  w ere a t lea s t d is trib u ted  and collected  appropria tely, w ith ou t forcin g 
com p letion .
Th e va lid ity o f qu estionna ires  and in  pa rticu la r p os ta l qu estionna ires , has b een  
qu estioned  b y H a ra lam b os  and H olb orn  (1990). D u e to the d is ta nce m a in ta in ed  
b etw een  the resea rch er and  pa rticipan ts  the resea rch er b ecom es  an  ou ts ider lookin g 
in  on the socia l w orld  o f the pa rticipan t. Th ey a p p ly a  d es igna ted  fra m ew ork  on the 
p a rticip a n ts  and b ecom e an a lien  to th eir socia l w or ld . From  the p os itivis t s ta nce th is  
is  ob jectivity, b u t to the ph enom enologis t th is  th rea tens  com p reh en s ion  o f m ean in gs  
an d  m otives  app lied  to the s itu ation  b y the pa rticipa n ts  (p. 734). To overcom e this  
disadvan tage, once aga in  qu estionna ires  ca n  be u sed  in  con ju nction  w ith  oth er 
resea rch  m ethod s  th a t a llow  the resea rch er in to the socia l w orld  e.g. focu s  grou ps  
and  in terview s . As  w ith  this  p iece o f resea rch , b y u s in g qu an tita tive w ith  qu a lita tive 
m ethodo logies  it a llow s  the va lid ity o f responden ts  and  their  view s  to b e fu rth er 
exam ined .
O n th eoretica l grou nds  how ever, qu antita tive da ta  from  qu es tion n a ires  can  b e 
ana lysed  m ore ‘scien tifica lly’ and ob jectively than  qu a lita tive data . In  th is  sense, the 
da ta  can  b e rega rded  as m ore reliab le, s ince
“each individual respondent answers precisely the same questions in 
the same order, they are all responding to the same stimuli Any  
differences in responses should, in theory, reflect real differences 
between respondents” (H a ra lam b os  &  H olb orn , 1990, p . 731).
Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anci l lary st a f f
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Appendix 4
P i lo t  Que st io n n aire
S h e f f i e ld  H al lam  Un iv e rs i t y  - Un i t  f o r  F ac i l i t i e s  M an ag e m e n t  R e se arc h  
H e alt h  Se rv i c e s F ac i l i t i e s  M an ag e m e n t  R e se arc h  an d  A p p l i c a t i o n  F o rum  
P o r t e r in g  Surv e y
Th is  qu estionna ire a sks for you r view s  ab ou t you r jo b  in  the p orterin g service at you r
hosp ita l.
Th is  in form a tion  is  b ein g ga thered  as pa rt o f a  p orterin g service resea rch  project 
b ein g condu cted  b y S heffield  H a llam  U n ivers ity and  the in form a tion  ga th ered  w ill 
help  m anagers  im p rove the qu a lity o f the service.
Please a n sw er the qu estions  b y p u tting a  tick  in  the m os t a pp ropria te box . (/ )
A ll the in form a tion  you  provid e w ill b e trea ted  con fiden tia lly.
A BO UT  Y OU:
1. M a le □  16-30 □
Fem a le □  31-50 □
51-65 □
2. W hic h  ho sp i t al do  y o u w o rk  at?
3. H o w  lo ng  hav e  y o u w o rk e d  at  this ho spital?
Less  than  6 m onth s  □
6 - 1 2  m onth s  □
1 - 2  yea rs  □
2 - 5  yea rs  □
5 - 1 0  yea rs  □
M ore than  10 yea rs  □
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A BO UT  Y O UR  JOB:
4. W hat  t asks do  y o u pe rfo rm  in y o ur jo b?
5. H o w  sat isf ie d  do y o u fe e l abo ut  the  v arie t y  o f  t asks in y o ur jo b?
V ery sa tis fied  □
S a tis fied  □
N either S a tis fied  n or D issa tis fied  □
D issa tis fied  □
V ery D issa tis fied  □
6. W h ic h  st at e m e nt  m o st  applie s to  ho w  y o u fe e l abo ut  y o ur jo b?
“I w ou ld n ’t a lter m y job .” □
“I w ou ld  p refer m ore va riety in  the ta sks  I p erform .” □
“I w ou ld  p refer less  va riety in  the ta sks  I p erform .” □
7. Do  y o u fe e l t hat  the  am o unt  o f  t asks w h ic h  y o u pe rfo rm  t hro ugho ut  y o ur  
sh i f t s are :
Too m u ch  □
Ab ou t righ t 0
Too few  □
8. I f  an  urge n t  t ask  arise s fo r y o u to  pe rfo rm , are  y o u able  t o  assist ?
A lw a ys  ab le to a ss is t □
S om etim es  ab le to a ss is t □
N ever ab le to a ss is t □
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9. W hic h  st at e m e nt  m o st  applie s t o  the  am o unt  o f  in f lue nc e  w h ic h  y o u have  
o v e r the  tasks wh ich  y o u pe rfo rm  in y o ur jo b?
“I am  provided  w ith  a  progra m m e o f ta sks  to perform  .” □
“Th ere is  no pa rticu la r order in  w h ich  I have to perform  ta sks .” □
“I am  ab le to choose w h ich  ta sks  I p erform .” □
10. What  t rain ing  and quali f i c at io ns hav e  y ou re c e iv e d  fo r y o ur jo b?
11. A re  y ou pro v ided  w i t h  the  o ppo rtun i t y  t o  gain  furt he r t rain ing  and  
quali f i c at io ns in y o ur jo b?
Yes  □
N o □  (G o on to qu estion  13)
D on ’t Know  □
12. I f  so  what  is th is t rain ing?
13. Hav e  y ou e v e r sust ained  any  t y pe  o f  in jury  t h rough  y o ur jo b?
Yes  □
No □  (G o on  to qu estion  17)
14. I f  y e s, what  we re  t hese  in juries?
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15. Hav e  y o u e v e r had any  abse nc e s from  w o rk  due  to  in jurie s sust aine d at  
w o rk?
Yes  □
N o □
16. I f  y e s, ho w  lo ng  w e re  y o u abse n t  from  wo rk?
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17. Who  is y o ur supe rv iso r (e .g . He ad Po rt e r, W ard  Sist e r)?
18. I f  y o u had a pro blem , pe rso nal o r o t he rw ise , ho w  c o m fo rt able  w o uld  y o u fe e l  
abo ut  bring ing  th is t o  the  at t e n t io n  o f  w ho e v e r y o u re po rt  t o?
V ery com fortab le □
C om fortab le □
A  b it aw kw ard  □
19. Wo uld  y o u agre e  w i t h  the  fo l lo w ing  st at e m e nt s?  P le ase  t ic k  the  m o st  
appro priat e  bo x  fo r e ach  st at em ent .
“I am  a lw ays  kep t u p - to-da te 
w ith  releva n t m a tters  
b y m y su pervisor”
“I have regu la r con ta ct w ith  
m y su pervisor”
“ I feel va lu ed  b y m y 
su pervisor”
“ I feel respected  b y m y 
su pervisor”
“ I feel pa rt o f a  portering 
tea m ”
Alw a ys
□
□
□
□
U su a lly
□
□
□
□
□
S om etim es  N ever
□
□
□
□
□
□
□
□
□
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GENER A L  OP INION:
20. Ov e rall , do  y o u e n jo y  the  t asks y o u pe rfo rm  in  y o ur jo b?
Yes  □
N o □
21. Do  y o u e v e r fe e l upt ight , st re sse d  o r frust rat e d  w i t h  y o ur jo b?
A lw a ys  □
O n m os t occas ions  □
Ra rely □
N ever □  I  G o on  to qu estion  23
22. I f  so , w hat  c ause s y o u to  fe e l like  th is?
23. H o w  did y o u f ind the  quest io nnaire ...
C lea r □
Fa ir ly C lea r □
N eith er C lea r nor U nclea r □
Fa irly U nclea r □
Im poss ib le □
T HANK  YOU FOR  T AK ING T HE T IME TO COMPLET E T HIS 
QUEST IONNAIRE
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Appendix 5
M ain  Que st io n n ai re
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Sheffield Hallam University
FACILITIES MANAGEMENT GRADUATE CENTRE 
HEALTH SERVICE FACILITIES MANAGEMENT RESEARCH & 
APPLICATION FORUM 
JOB SATISFACTION
This questionnaire asks for your views on the level of job satisfaction you experience at your 
Trust. The questions ask for you views on the management, supervision and communication 
techniques of your Trust and your satisfaction with pay, job security and variety.
This information is being gathered as part of a job satisfaction research project being 
undertaken by Sheffield Hallam University and the information will help managers improve the
quality of their service.
Please answer the questions by putting a cross in the most appropriate box
Please note there is no need to put your name on the questionnaire, so all the 
information you provide will be treated confidentially.
Sectionl -  About You
Q1 Are you:
Male | |
Female □
Q3 Which Hospital do you work at?
Q4 What is you Job Title?
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Q2 How old are you?
16 -  30 yrs______ ___
31 -  50 yrs ___
51 -  65 yrs ___
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Q5 How long have you worked at the Hospital?
Less than 1 year 
1 -  2 years 
3 - 5  years 
6 - 1 0  years
1 1 - 1 5  years 
16 -  20 years 
More than 20 years
Q6 Are you a part-time or a full-tim e worker?
Part-time □  Full-time □
Q7 Is your contract of employment:
Permanent □  Temporary □
If temporary, what is the length of your contract?
Q8 What is your basic hourly rate o f pay?
£5.01 - £5.25 
£5.26 - £5.50 
£5.51 -£6.00 
£6.01 -£6.50 
More than £6.51
Q9 Are you the main breadwinner o f your households income?
Yes □  No □  Equal
Q10 Are you a member o f a Trade Union?
Yes □  No □
If Yes, which Union?
Less than £3.00 £4.01 -£4.25
£3.00 - £3.50 £4.26 - £4.50
£3.51 - £3.75 £4.51 - £4.75
£3.76 - £4.00 £4.76 - £5.00
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Q11 Do you agree that Trade Union membership is important fo r the Catering1 
Service in the NHS?
Strongly
agree
Agree Neither agree 
nor disagree
Disagree Strongly
isagree
Section 2 -  Job Content
Q12 From the list below, please indicate 3 aspects o f your job  which you 
like most?
Rate of pay Level of promotional prospects
Management style Job variety
Relationship with co-workers Hours of work
Patient contact Training opportunities
OR
There are no aspects of my job which I like
Q13 From the list below, please indicate 3 aspects o f your job  which you 
dislike most?
Rate of pay Level of promotional prospects
Management style Job variety
Relationship with co-workers Hours of work
Patient contact Training opportunities
OR
There are no aspects of my job which I dislike
1 r e p l a c e d  t h r o u g h o u t  w i t h  D o m e s t i c  a n d  P o r t e r i n g  f o r  t h e  s t a f f s ’ r e sp e c t i v e  q u e s t i o n n a i r e s
P ag e  4 8 4  I  A p p e n d i x  5
Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anci l lary st a f f
Q14 How important to  you are: Please mark one box per row
very  quite neither not very  not 
important import imp. nor importa important 
ant unimp. nt a t all
a. Good rate of pay
b. Good bonus scheme
c. Good relationship with co-workers
d. Pride in service
e. Opportunities for multi-skilling
f. Good training opportunities
g. Overtime opportunities
h. Job security
i. Good management style 
j. Good Pension scheme
k. Number of days Annual Leave 
I. Good promotional prospects 
m. Friendly atmosphere 
n. Contact with patients 
o. Contact with Nurses 
p. Contact with Doctors 
q. Contact with supervisors 
r. Contact with supervisor’s boss 
s. Job variety 
t. Union representation
Q15 Do you feel that the variety o f tasks in your job  is:
Too many □  About right □  Too few | |
Q16 If you were given the choice, would  you prefer to  work the hours 9am  
5pm, or shift work?
-5 pm  | |9am  5p Shiftwork Uncertain
not
applicable
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Q17 How satisfied are you with your basic hourly rate o f pay?
Satisfied Neither satisfied Dissatisfied
n
Very
satisfied
□
nor dissatisfied
Strongly
dissatisfied
Q18 How safe do you feel in your job  from  being made redundant?
Very safe Safe Neither safe Unsafe
nor unsafe
□  □
Very unsafe
Q19 How satisfied are you in your job?
Very Satisfied Neither satisfied Dissatisfied Strongly
satisfied nor dissatisfied dissatisfied
□  □  □  □  o
Section 3 -  Staff Development
Q20 W hat training opportunities are open to  you?
OR
Don’t know of any training opportunities Go to question 22
Q21 Would you agree that these training opportunities are worthwhile?
Agree Neither agree DisagreeStrongly
agree nor disagree
Strongly
disagree
Q22 What would  you say your chances are of promotion in your department?
Good Neither good Fairly slim None at allVery
gooc nor bad
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Q23 W hat schemes are available at your Trust which address any suggestions  
which Catering S taff may have about the service?__________________ _________
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OR
Don’t know of any such schemes Go to question 26
Q24 Have you been personally involved in any o f these schemes?
Yes □  No □
Q25 How effective would  you say these schemes have been in addressing  
Catering Service issues? Please mark one box only
Very
effective
Effective Neither effective 
nor ineffective
Ineffective Not effective
at a
□  □
Section 4 -  Management Relations
Q26 Do you feel that you are kept informed about relevant events by the  
managers and supervisors?
Strongly Agree Neither agree Disagree Strongly
agree  ^ nor disagree  ^ disagree
Q27 How is information from  Managers and Supervisors communicated to you?
Team meetings □  • Newsletter 
Other, please specify
Noticeboard
Q28 Do you regard your Catering Service Manager to  be a m ember o f the  
Management team  or a member o f the Catering team?
Management Team 
Catering Team B BothNeither
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Q29 Please choose from  the list below three terms to describe the style of 
management fo r the Catering Service at your Trust.
Friendly Professional Trustworthy
Reliable Opposing Participative
Honest Involved Strict
Approachable Warm Remote
Communicative Disagreeable Systematic
Q30 Overall, how would you rate your relations with your immediate manager?
Excellent Good Neither good Poor Terrible
nor bad
□  □  □  □  □
Q31 In general, how much do you trust the Catering Service management?
Very Quite a Neither trust A little Not at all
much lot nor distrust
□  □  □  n  n
Q32 What improvements would you like to see made to the Catering Service?
OR
No improvements are needed
Q33 Would you agree that when you or other Catering S taff make suggestions to  the  
Catering Service Managers and Supervisors about improvements to  the Service, they  
are followed up?
Strongly Agree Neither agree Disagree Strongly
agree nor disagree disagree
□  □  □  n  □
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Q34 Overall, how effective do you feel the T rust’s system  fo r resolving any  
problems which catering S taff have at work is? Please mark one box only
Very Effective Neither effective Ineffective Not effective
effective nor ineffective at all
□  □  □  n  □
Q35 How controlled do you feel by your supervisor in your work? Please mark one 
box only
Very 
controlled
□
Q36 How satisfied do you feel about this control?
Controlled
□
Neither 
controlled nor 
uncontro led
Uncontrolled Not controlled 
at all
Very
satisfied
Satisfied Neither satisfied 
nor dissatisfied
Dissatisfied
□  □
Strongly
dissatisfied
Section 5 -  Co-Worker Relations
Q37 Working for the Catering Service, do you agree that you feel part o f the team?
Strongly Agree Neither agree Disagree Strongly
agree nor disagree disagree
□  □  □  □  □
Q38 How important do you feel that good relations w ith the other Catering sta ff are, 
fo r the smooth running of the Catering Service?
Essential Important Neither Unimportant
important nor 
unimportant
□  □  □  n
Q39 Do you agree that you play an equal role in the functioning of the Catering  
Service as other Catering S taff play?
Strongly Agree Neither agree Disagree Strongly
agree   nor disagree   disagree
Q40 Who do you regard as being your co-workers?
Catering Staff □  Ward Staff □  Department Staff □
Not important 
at all
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Q41 How would you rate your relations w ith your Trade Union representative? Please  
mark one box only
Excellent Good Neither good Poor Terrible
nor bad
□  □  □  □  n
Section 6 -  In General
Q42 On an average day, which of the statements below best describes how you 
feel about going to work?
Look forward to it ____
Not bothered_________________ ____
Wish you didn’t have to go ____
Q43 If you won a large sum o f money would you continue w ith  your job?
Definitely Yes Uncertain No Definitely not
yes
□  □  □  n
Q44 How happy are you with your physical working environment? (e.g. hospital layout, 
decoration etc).
Very Happy Neither happy Unhappy Not happy at
happy nor unhappy all
□  □  □  □  □
Q45 Please give three reasons why you work:__________________
1.
2 .
3.
Q46 Do you have any general comments about the Catering Service?
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Q47 How did you find the questionnaire?
C lear ____
Fairly clear ____
Neither clear nor unclear ____
Fairly unclear ____
Impossible ____
THANK YOU FOR TAKING THE TIME TO COMPLETE THIS QUESTIONNAIRE
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Appendix 6
Dat a A ssum p t io n s fo r F ac t o r  A n aly sis
Th ere are severa l a ssu m ption s  th a t n eed  to be m et b efore fa ctor a na lys is  can be 
app lied  tha t con firm s  the appropria teness  o f the da ta  for the statis tic.
F irs tly the tes t is  pa ra m etric w h ich  m eans  “calculation involves an estimate of 
population parameters made on the basis on simple statistics” (C oolican , 1994, p . 279) 
so ranked  or su m m ative da ta  is  n ot appropria te. Th e tes t u ses  th e ra w  da ta  so it has 
to b e a t lea s t in terva l. A lth ou gh  ord ina l da ta  o f n eed  sa tis fa ction  has  b een  ga thered, 
the scoring app lied  to the responses  (w hich  w ere o f equ a l in terva ls ) trans form s  the 
da ta  to in terva l, m a kin g the pa ram etric tes t appropria te.
A  fu rth er a ssu m ption  o f b oth  pa ram etric tes ts  and  th u s  fa ctor a na lys is  is  th a t the 
sam p le da ta  is  d raw n  from  a  norm a lly d is trib u ted  popu la tion . G ra ph ica l ana lyses  o f 
n orm a lity w ere perform ed  on a ll the va ria b les  u s in g n orm a l p rob a b ility plots . Th is  
p lot com pa res  the cu m u la tive dis trib u tion  o f the actu a l da ta  (p lotted  va ria b les ) w ith  
the cu m u la tive d istrib u tion  o f a  n orm a l d is trib u tion  (s tra igh t d ia gon a l line) and if the 
p lots  closely follow  the diagona l line the dis trib u tion  is  norm a l. Th e p lot for the trade 
u n ion  represen ta tion  need  sa tis fa ction  va ria b le is  show n  b elow  a n d  w ith  the p lots  
close to the d iagona l line, the sam p le respon d in g to th is  qu estion  can  b e cons idered  
norm a lly d is trib u ted . P-P p lots  for a ll the other  n eed  sa tis fa ction  and  need  
im porta nce va ria b les  for the N H S sam p le are show n  in  Ap p en d ix  7, and  a ll show  th a t 
norm a l d is trib u tion  applies.
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O bserved C u m u la tive Prob ab ility 
C h a r t  A 6 .1 Normal  P -P  p l o t  f o r  the n eed  f o r  t rade union r epresentat i on  in the NHS  sec t or
Ku rtos is  and skew ness  a re a lso ind ica tors  o f norm a l d is trib u tion , w h ich  are s ta tis tics  
rep resen tin g the ‘p ea kedn ess ’ or fla tness  o f the n orm a l cu rve and  the a rc o f the cu rve 
respectively. Th e ra tio o f skew ness  and ku rtos is  to th eir respective s tanda rd  errors 
ca n  be u sed  as  a  tes t o f norm a lity. Th is  m ea su res  the exten t to w h ich  the va lu e 
(skew ness  or ku rtos is ) m a y va ry from  sam p le to sam p le ta ken  from  the same 
d is trib u tion . SPSS  H elp  recom m ends  tha t “you can reject normality if the ratio (of 
S tanda rd  E rror to Ku rtos is  or S kew ness ) is less than -2 or greater than +2”. For the 
tra de u n ion  represen ta tion  va riab le, skew ness  w a s  m ea su red  a t - 0 .1 1 7  w h ich  
su ggests  b y the n ega tive sign tha t the cu rve has a  lon g left ta il. Th e S ta n da rd  E rror 
how ever w a s  on ly 0 .077 so the d istrib u tion  can still b e con s idered  norm a l. Th e 
ku rtos is  for th is  va ria b le w a s  m easu red  a t - 0 .4 8 0  w h ich  su ggests  th a t the ta ils  o f the 
d is trib u tion  are fa irly short, b u t aga in  the S tanda rd  E rror w a s  m u ch  low er than  2 
therefore con firm ing tha t d istrib u tion  is norm al. S kew n ess  and  Ku rtos is  for a ll need  
sa tis fa ction  and need  im portance item s  w ere ca lcu la ted  and  can  b e fou n d  in  
A p p en d ix 8. A lthou gh  the shape o f the norm a l d is trib u tion  cu rves  va iy  a cross  the 
responses , none can  be rejected  as nonnorm a l as a ll the S tanda rd  E rrors  are low er 
than  2.
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Alth ou gh  the gra ph ica l and sta tis tica l rep resen ta tion s  o f n orm a lity su ggests  th a t the 
sam p le is  d raw n  from  a  n orm a lly d istrib u ted  popu la tion , C oolican  (1994) has 
su ggested  th a t in  fa ct sam p les  do not have to b e n orm a lly d is trib u ted  as
<{most samples are too small to look anything like a normal 
distribution, w hich only gets its characteristic bell-like shape from  the 
accumulation o f very many scores” (p. 280).
In  p ra ctice w e have to a ssu m e the popu la tion  tha t the sam p le is  d raw n  from  is 
n orm a lly d is trib u ted  on grou nds  o f pa s t experien ce or theory. A lth ou gh  a ttem pts  
have b een  m ade to dem on s tra te the norm a l d is trib u tion  o f the sam p le u s in g 
graph ica l p lots  and  sta tis tica l m easu res  o f the n orm a l cu rve, p a s t experien ce o f the 
sam p le popu la tion  b y the au thor can a lso lend  su pport. Pa ra m etric exam in a tions , 
specifica lly fa ctor ana lys is , are therefore cons idered  a ppropria te for th is  sam ple.
A  fu rth er a ssu m ption  o f the da ta  needed  to m ake relia b le u se o f p a ra m etric tests  and 
fa ctor ana lys is  is  homogeneity o f variance or homoscedasticity. Th is  ensu res  th a t the 
scores  from  pa rticipa n ts  a re spread  s im ila rly so th ey con trib u te equ a lly to the tests  
thu s  m a kin g  the resu lts  tru e. It m easu res  w h eth er scores  are even ly sp read  ou t 
(va riance) a rou nd  the m ean  across  pa rticipan ts , so one does  n ot con trib u te u n even ly 
to a  tes t over another. Th ere are severa l tests  o f va ria n ce th a t can  b e a pp lied  to th is  
data . G raph ica lly, b ox p lots  rep resen t the degree o f va ria tion  b etw een  grou ps  w ith  the 
length  o f the b ox and the w h iskers  portra ying the va ria tion  o f d a ta  w ith in  each  grou p. 
For need  sa tis fa ction  w ith  trade u n ion  rep resen ta tion  in  the N H S , th e b oxp lot (C ha rt 
A6.2) b elow  ind ica tes  tha t m os t o f the a ncilla ry s ta ff ra ted  th is  as n eu tra l or w ith  
s ligh t im portance. A lthou gh  there appears  to b e a  cou p le o f ou tliers  the cases  are 
isola ted . O vera ll the graph  w ou ld  su ggest th a t h om ogen eity o f va ria n ce is  eviden t.
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NH S Tru st
C h a r t  A 6 .2  Box -p l o t  f o r  the n eed  f o r  t rade union r epresentat i on in  the NHS  sec t or
S ta tis tica l tests  for hom ogen eity o f va ria nce in clu de the Levene tes t w h ich  *for each 
case, computes the absolute difference between the value o f that case and its cell mean 
and performs a one-way analysis o f variance on those differences” (S PS S  H elp m enu ). 
Ta b le A6.1 b elow  illu s tra tes  the resu lts  o f the Levene tes t for the trade u n ion  
represen ta tion  qu estion  inclu ded  in  the qu estionna ire. In  th is  ca se the Levene 
s ta tis tic is  n ot s ign ifican t (p>0.05) and so su ggests  th a t th e va ria n ce is n ot 
hom ogenou s . Th is  w a s  a lso the case for 7 other va ria b les  in clu ded  in  th is  resea rch  
and  is  show n  in  Appen d ix 9, b u t in  represen tin g on ly 18% of the m otiva tion a l 
m easu res , th is  can  b e considered  to have a  m in im a l im pact. A  la rge p roportion  o f the 
da ta  ga thered  rep resen ts  the view s  o f a ll p a rticipa n ts  w h ich  sa tis fies  the criterion  o f 
hom osceda s ticity and so m akes  the u se o f p a ra m etric tests  a ppropria te.
Test of Homogeneity of Variances
Need  for TU  m embership______
Levene
Statistic df1 df2 Siq.
1 .9 65 19 9 9 2 .008
T a b le  A 6 .1 Sh ows the L even e stat ist i c f o r  the n eed  f o r  t rade un ion  r epresentat i on  in the NHS  sec t or
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H air et al (1998) p oin t to a  th ird  assu m ption  tha t shou ld  be sa tis fied  in  m u ltiva ria te 
tech n iqu es  th a t are b a sed  on correla tiona l m easu res  o f a ssocia tion , (and  so app lies  to 
fa ctor ana lys is ) th a t is  linearity (p. 75). Th is  is the exten t to w h ich  in depen den t 
va ria b les  can  p red ict the dependen t va riab le, and  in  correla tion a l a n a lyses  on ly su ch 
lin ea r a s socia tion s  are m easu red . A n y n on lin ea r effects  therefore w ill n ot b e 
rep resen ted  in  the va lu e thu s  exposed  to an u n deres tim a tion  o f the s trength  o f 
a ssocia tion  b etw een  the va riab les . A  w a y to exam ine th is  is  to ch eck  res id u a ls  in  a  
s im p le regress ion  ana lys is  s ince
“residuals reflect the unexplained portion o f the dependent variable;
thus any nonlinear portion o f the relationship w ill show  up in the
residuals” (H a ir et al, 1998, p. 75).
Linea r regress ion  w a s  ru n  w ith  a ll the va ria b les  (see Ap p en d ix 10) and  in d ica ted  th a t 
on ly a  sm a ll p roportion  o f responses  given  b y pa rticipa n ts  w ere u nexp la in ed . Ta b le 
A6.2 b elow  illu s tra tes  the cases  w h ere N H S  sa m p le gave a  n on lin ea r respon se to the 
qu estion  rega rd in g the need  for trade u n ion  rep resen ta tion  in  th eir service, ou ts ide 3 
s tanda rd  devia tions  o f the m ean  answ er. Responses  given  b y 7 pa rticipa n ts  ou t o f the 
tota l n u m b er o f responden ts  (N =1012) w ere fou nd  to be res idu a ls  o f the linea r 
regress ion , w h ich  m eans  tha t 0 .7%  o f responses  to th is  qu estion  w ill n ot b e 
rep resen ted  in  the su b sequ en t correla tiona l sta tis tics . B ecau se th is  is  su ch  a  low  
p roportion  o f the sam p le it is  cons idered  to pose m in im u m  risk  in  m is rep resen tin g 
the correla tiona l m easu res  o f a ssocia tion . In  the rem a in in g va ria b les  th e h igh es t 
p roportion  o f the sam p le tha t w ere res id u a l w a s  3 .2%  for the level o f con trol 
experienced  (Q 35) and so w ith  su ch  a  low  p roportion , overa ll th e d a ta  is  cons id ered  to 
have linea rity. Th is  then  m eets  the fina l a ssu m ption  for p a ra m etric tes ts  and 
specifica lly those rela tin g to correla tion .
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Casewise Diagnostics’
C a s e  N u m b e r S td . R e s id u a l
N e e d  fo r  T U  
m em b e rs h ip
P re d ic te d
V a lu e R e s id u a l
1 5 2 - 3 .1 3 9 1 .0 0 3 .7 3 8 3 -2 .7 3 8 3
1 7 2 - 3 .1 3 9 1 .0 0 3 .7 3 8 3 -2 .7 3 8 3
3 6 3 - 3 .0 6 6 1 .0 0 3 .6 7 5 2 - 2 .6 7 5 2
7 0 7 - 3 .0 5 6 1 .0 0 3 .6 6 6 2 - 2 .6 6 6 2
7 4 2 -3 .0 8 7 1 .0 0 3 .6 9 3 3 -2 .6 9 3 3
7 5 8 - 3 .0 8 7 1 .0 0 3 .6 9 3 3 -2 .6 9 3 3
9 2 6 -3 .2 2 1 1 .0 0 3 .8 1 0 4 - 2 .8 1 0 4
a - D e p e n d e n t  V a r ia b le :  N e e d  fo r  T U  m em b e rs h ip
T a b le  A 6 .2  Residua l  ca ses in m easur ing n eed  f o r  t rade union r epresentat i on  in the NHS  sec t or
B ecau se the da ta  m eets  the a ssu m ption s  o f b oth  pa ra m etric tests  and  th ose rela tin g 
to m ea su res  o f a ssocia tion , fa ctor ana lys is  is  con s idered  an  a ppropria te test. B y 
m eetin g  these a ssu m ption s  the resu lts  ca n  be cons id ered  rob u s t and  rep resen ta tive 
o f the w hole sa m p le and the w id er popu la tion .
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P -P  p lo t s f o r  NH S ne e d  sat i s fac t io n  an d  n e e d  im p o rt an c e  
Q17 Sat isfac t ion with basic  hourly  rate o f  pay
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O b se r v e d  C u m u la t i v e  P ro bab i l i t y
Q18 Sat isfac t ion with jo b security
O b s e r v e d  C u m u la t i v e  P r o b a b i l i t y
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Q 19 Ov erall jo b sat isfact ion
Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's theory o f  mot i vat i on to anci l lary st a f f
O bserved C u m u la tive Prob ab ility
Q22 Chances o f  prom ot ion
O b served C u m u lative Prob ab ility
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Q26 Fee l kept  info rm ed by  m anagers and superv iso rs
Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot i vat ion to anci l lary st a f f
O bserved C u m u lative Prob ab ility
Q30 Re lat ions with im m ediate  m anager
O b served C u m u lative Prob ab ility
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Q31 Lev e l o f  t rust  for serv ice  m anagem ent
O bserved C u m u la tive Prob ab ility
Q33 Sat isfact ion with suggest ions be ing list ened to
O b served C u m u la tive Prob ab ility
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Q34 Effec t iv eness o f  T rust  problem  so lv ing system s
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O b served C u m u lative Prob ab ility
Q35 Leve l o f  cont ro l experienced
O bserved C u m u lative Prob ab ility
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Q36 Sat isfac t ion with this cont ro l
Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot i vat i on to anci l lary st a f f
O bserved C u m u la tive Prob ab ility
Q37 Fee l part  o f  a team?
O b served C u m u la tive Prob ab ility
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Q38 Need for good co -worker re lat ions in serv ice  de liv ery
Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's theory o f  mot i vat ion to anci l lary st a f f
O bserved C u m u lative Prob ab ility
Q39 Sat isfied that  play  an equal ro le in the serv ice
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O b served C u m u lative Prob ab ility
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Q41 Sat isfac t ion with re lat ions with trade union representat iv e
Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anci l lary st a f f
O b served C u m u la tive Prob ab ility
Q43 Cont inue to work  i f  wo n m oney
O bserved C u m u lative Prob ab ility
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Q44 Sat isfac t ion with phy sical work ing env ironm ent
O b served C u m u lative Prob ab ility
Q14a Im portance  o f  a good rate o f  pay
O b served C u m u lative Prob ab ility
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Q14b Im portance  o f  good bonus schem es
Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot i vat ion to anci l lary st a f f
O b served C u m u la tive Prob ab ility
Q14c Im portance  o f  good re lat ionships with co -workers
O b served C u m u lative Prob ab ility
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Q14d Im portance  o f  pride in serv ice
Evaluat ing  the appl i cabi l i ty o f  Ma sl ow's theory o f  mot i vat ion to anci l lary st a f f
O bserved C u m u la tive Prob ab ility
Q14e Im portance  o f  opportunit ies for m ult iski lling
O b served C u m u lative Prob ab ility
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Q14 f  Im portance  o f  good t raining opportunit ies
Evaluat ing the appl i cabi l i ty o f  Ma sl ow's theory o f  mot i vat i on to anc i l lary st a f f
O bserved C u m u lative Prob ab ility
Q14g Im portance  o f  overt im e opportunit ies
O b served C u m u la tive Prob ab ility
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Q14h Im portance  o f  jo b securit y
Evaluat ing  the appl i cabi l i ty o f  Ma sl ow's theory o f  mot ivat i on to anci l lary st a f f
O bserved C u m u la tive Prob ab ility
Q14i Im portance  o f  good m anagem ent  sty le
O b served C u m u lative Prob ab ility
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Q14j Im po rtance  o f  a good pension schem e
Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot i vat ion to anci l lary st a f f
O bserved C u m u lative Prob ab ility 
Q14k Im portance  o f  num ber o f  days Annual Leave
O bserved C u m u la tive Prob ab ility
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Q141 Im portance  o f  good prom ot ional prospects
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O bserved C u m u lative Prob ab ility
Q14m  Im portance  o f  a friendly  atm osphere
O bserved C u m u lative Prob ab ility
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Q14n Im portance  o f  contact  with pat ients
Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's theory o f  mot i vat i on to anci l lary st a f f
O bserved C u m u lative Prob ab ility
Q14o Im portance  o f  contact  with nurses
O b served C u m u la tive Prob ab ility
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Q14p Im portance  o f  contact  with doctors
O bserved C u m u lative Prob ab ility
Q14q Im portance  o f  contact  with superv iso r
O b served C u m u lative Prob ab ility
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Q14r Im portance  o f  contact  with superv iso r’s boss
O b served C u m u lative Prob ab ility
Q14s Importance  o f  jo b v arie t y
O bserved C u m u lative Prob ab ility
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Q14t  Im portance  o f  union representat ion
Evaluat ing  the appl i cabi l i ty o f  Ma sl ow's theory o f  mot i vat ion to anci l lary st a f f
O bserved C u m u lative Prob ab ility
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K urt o sis an d  sk e w n e ss fo r NH S n e e d  sat i sfac t i o n  an d  ne e d  
im po rt anc e
D e s c r ip t i v e  St a t i s t i c s
N Minimum Maximum Mean Std. Skewness Kurtosis
Statistic Statistic Statistic Statistic Statistic Statistic Std. Error Statistic Std. Error
Need fo r.TU  membership
1012 1 .00 5 .00 3.7381 .8736 -.1 17 .077 -.4 80 .154
S at with pay 1042 1 .00 5 .00 2 .7630 1.1271 -.1 46 .076 -1 .180 .151
Job security 1033 1.00 5 .00 2 .8548 .9746 .325 .076 -.2 46 .152
Overa ll sat 1040 1 .00 5 .00 3 .8010 .8381 -.831 .076 1.041 .152
Promo prospects 1014 1.00 5 .00 1 .9379 .9639 .708 .077 -.4 10 .153
Kept informed 1006 1.00 5 .00 3 .1879 1 .0833 -.4 30 .077 -.6 57 .154
Managem ent relations 1022 1.00 5 .00 3 .7495 .8650 -.6 58 .077 .507 .153
Trust o f m anagement 1014 1.00 5 .00 3 .2633 1 .1453 -.381 .077 -.5 30 .153
Suggestion schemes 1007 1.00 5 .00 3 .0785 .9250 -.3 30 .077 -.1 99 .154
Problem  solving systems 993 1.00 5 .00 3.1531 .9810 -.3 68 .078 -.3 44 .155
Level o f control 1001 1 .00 5 .00 3 .6264 .8236 -.9 14 .077 1 .655 .154
Sat with control 9 9 9 - 1 .00 5 .00 3 .1582 1 .4385 -.6 59 .077 -1 .225 .155
Feel part of team 1023 1 .00 5 .00 3 .8348 .8974 -1 .021 .076 1 .146 .153
Need for good co-worker 
relations
1026 1.00 5 .00 4 .5 517 .5875 -1 .242 .076 2.541 .153
Equal role 1019 1 .00 5.00 4 .1 187 .8141 -1 .173 .077 2 .043 .153
TU  rep relations 592 1 .00 5.00 3.0321 1 .0490 -.241 .100 -.4 80 .201
W on  money 1013 1 .00 5 .00 2 .2804 1 .1560 .439 .077 -.8 07 .154
Physical layout 1023 1 .00 5 .00 3 .5709 .9026 -.624 .076 .471 .153
R ate  of pay 1026 1 .00 5.00 4 .7 680 .5025 -2 .7 98 .076 11 .748 .153
Bonus scheme 776 1 .00 5 .00 4 .2 887 .9472 -1 .389 .088 1 .597 .175
Co-worker relations 1026 1 .00 5 .00 4 .7018 .5453 -2 .0 99 .076 5 .939 .153
Pride in service 1001 1.00 5 .00 4 .6733 .5901 -2 .1 60 .077 6 .368 .154
Opps for m /s 871 1.00 5 .00 3 .8439 .9630 -.7 52 .083 .297 .166
Train ing opps 922 1.00 5 .00 4.1291 .8986 -1 .0 39 .081 .970 .161
Overtim e opps 925 1.00 5 .00 3 .6919 1 .1506 -.6 99 .080 -.2 15 .161
Job security 1002 2 .00 5 .00 4 .8194 .4562 -2 .807 .077 8 .846 .154
Managem ent style 965 1.00 5 .00 4 .5472 .7253 -1 .963 .079 4 .759 .157
Pension scheme 890 1.00 5 .00 4 .4056 .8724 -1 .416 .082 1.486 .164
Days A /L 995 1.00 5 .00 4 .6090 .6239 -1 .651 .078 3 .129 .155
Good promo prospects 861 1.00 5 .00 3 .8862 .9650 -.5 72 .083 -.1 47 .166
Friendly atmosphere 1005 3 .00 5 .00 4 .7423 .4993 -1 .783 .077 2 .340 .154
Contact with customers 916 1.00 5 .00 • 4.1441 .9553 -1 .030 .081 .697 .161
Contact with nurses 928 1.00 5 .00 3 .9106 1 .0332 -.7 79 .080 .128 .160
Contact doctors 858 1.00 5 .00 3 .4802 1 .0792 -.2 22 .083 -.4 95 .167
Contact with supervisors 971 1.00 5 .00 4 .3996 .8052 -1 .5 23 .078 2 .634 .157
Contact with supervisor's  
boss
950 1.00 5 .00 4 .1779 .9106 -1 .1 89 .079 1.376 .159
Job variety 942 1.00 5.00 4 .1486 .8483 -.8 43 .080 .499 .159
Union rep 
Valid  N (listwise)
884
271
1.00 5 .00 3 .8699 1 .0842 -.7 34 .082 -.1 07 .164
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L e v e ne  st at i st i c  fo r NH S n e e d  sat isfac t io n  an d  n e e d  
im po rt an c e
Test of Homogeneity of Variances
L ev en e
S ta tis tic df1 d f2 S ig .
S a t  w ith  p ay 2 .7 4 6 19 1 0 2 2 .0 0 0
Job  secu rity 2 .2 5 7 19 1 0 1 3 .0 0 2
O ve ra ll s a t 4 .2 3 7 19 1 0 2 0 .0 0 0
P rom o  p rospec ts 2 .9 4 3 19 9 9 4 .0 0 0
K ep t in fo rm ed 2 .3 5 5 19 9 8 6 .001
M an a g em en t  re la tions 2 .6 7 3 19 1 0 0 2 .0 0 0
T ru s t o f m an ag em en t 1 .2 7 9 19 9 9 4 .1 8 8
Sugges tio n  s ch em es 1 .2 8 6 19 9 8 7 .1 8 3
P rob lem  so lv ing  sys tem s 1 .6 1 3 19 9 7 3 .0 4 6
L eve l o f contro l 2 .7 6 3 19 981 .0 0 0
S a t  w ith  contro l 3 .9 7 6 19 9 7 9 .0 0 0
F ee l part o f te am 4 .0 8 9 19 1 0 0 3 .0 0 0
N e ed  fo r  good  co -w o rke r  
re la tions
2 .5 2 5 19 1 0 0 6 .0 0 0
Equa l ro le .7 0 5 19 9 9 9 .8 1 6
T U  rep  re la tions 1 .3 6 6 18 5 7 3 .1 4 2
W o n  m oney 1 .7 6 0 19 9 9 3 .0 2 3
Phys ica l layou t 3 .1 6 8 19 1 0 0 3 .0 0 0
R a te  o f p ay 4 .3 5 3 19 1 0 0 6 .0 0 0
Bonus s ch em e 3 .5 4 4 19 7 5 6 .0 0 0
C o -w o rk e r re la tions 4 .3 7 0 19 1 0 0 6 .0 0 0
P ride  in s e rv ice 3 .9 4 6 19 981 .0 0 0
O pp s  fo r  m /s 2 .7 9 9 19 851 .0 0 0
T ra in ing  opps 1 .7 2 9 19 9 0 2 .0 2 7
O ve rtim e  opps 3 .6 8 4 19 9 0 5 .0 0 0
Job  secu rity 1 0 .0 4 6 19 9 8 2 .0 0 0
M an ag em en t s ty le 2 .7 2 0 19 9 4 5 .0 0 0
Pens ion  s ch em e 3 .2 1 7 19 8 7 0 .0 0 0
D ays  A /L 3 .4 4 0 19 9 7 5 .0 0 0
G ood  p rom o  p rospec ts 1 .3 7 8 19 841 .1 2 9
F riend ly  a tm osphe re 5 .5 4 3 19 9 8 5 .0 0 0
C on ta c t w ith  cus tom ers 2 .0 2 9 19 8 9 6 .0 0 6
C on ta c t w ith  nurses 2 .5 0 5 19 9 0 8 .0 0 0
C on ta c t docto rs 1 .8 5 6 19 8 3 8 .0 1 4
C on ta c t w ith  superv iso rs 2 .2 9 4 19 951 .001
C on tac t w ith  superv iso r's  
boss
.9 4 7 19 9 3 0 .5 2 4
Job  v a rie ty .6 6 2 19 9 2 2 .8 5 8
Un ion  rep 2 .7 8 9 19 8 6 4 .0 0 0
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R e sid ual c ase s fo r NH S n e e d  sat isfac t io n  an d  ne e d  
im po rt an c e
Q l l  N e e d  f o r  t rade  un io n  re p re se n t a t i o n  in  t h e  N H S  se c t o r
Casewise Diagnostics1
C a s e  N u m b e r S td . R e s id u a l T U  re p  im p
P re d ic te d
V a lu e R e s id u a l
1 5 2 - 3 .1 3 9 1 .0 0 3 .7 3 8 3 - 2 .7 3 8 3
1 7 2 - 3 .1 3 9 1 .0 0 3 .7 3 8 3 -2 .7 3 8 3
3 6 3 - 3 .0 6 6 1 .0 0 3 .6 7 5 2 -2 .6 7 5 2
7 0 7 - 3 .0 5 6 1 .0 0 . 3 .6 6 6 2 - 2 .6 6 6 2
7 4 2 -3 .0 8 7 1 .0 0 3 .6 9 3 3 - 2 .6 9 3 3
7 5 8 -3 .0 8 7 1 .0 0 3 .6 9 3 3 - 2 .6 9 3 3
9 2 6 -3 .2 2 1 1 .0 0 3 .8 1 0 4 - 2 .8 1 0 4
a - D e p e n d e n t  V a r ia b le :  N e e d  fo r  T U  m em b e rs h ip
n = 1012
Pro po rt io n  o f  re spo nse s une xp laine d  = 0 .7%
Q 1 7  Sat i s f ac t i o n  w i t h  basi c  h o ur ly  rat e  o f  p ay
n = 1042
P ro po rt io n  o f  re spo nse s une xp laine d  = 0%
Q1 8  Sat i s f ac t i o n  w i t h  j o b  se c ur i t y
n = 1033
Pro po rt io n  o f  re spo nse s une xp laine d  = 0%
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Q19 Ov e rall jo b  sat isfac t io n
Casewise Diagnostics'
C a s e  N u m b e r S td . R e s id u a l O v e ra ll  s a t
P re d ic te d
V a lu e R e s id u a l
1 6 6 -3 .3 4 1 1 .0 0 3 .8 0 1 1 -2 .8 0 1 1
4 2 7 -3 .3 2 3 1 .0 0 3 .7 8 5 8 -2 .7 8 5 8
4 3 3 - 3 .3 2 3 1 .0 0 3 .7 8 5 8 -2 .7 8 5 8
4 8 5 - 3 .3 4 5 1 .0 0 3 .8 0 4 9 -2 .8 0 4 9
4 8 7 - 3 .3 4 5 1 .0 0 3 .8 0 4 9 -2 .8 0 4 9
5 1 2 -3 .3 2 3 1 .0 0 3 .7 8 5 8 - 2 .7 8 5 8
5 9 5 -3 .3 5 0 1 .0 0 3 .8 0 8 7 -2 .8 0 8 7
6 7 5 - 3 .3 4 5 1 .0 0 3 .8 0 4 9 -2 .8 0 4 9
7 0 4 - 3 .3 2 3 1 .0 0 3 .7 8 5 8 -2 .7 8 5 8
7 3 3 - 3 .3 2 3 1 .0 0 3 .7 8 5 8 - 2 .7 8 5 8
7 3 4 - 3 .3 2 3 1 .0 0 3 .7 8 5 8 - 2 .7 8 5 8
7 4 7 -3 .3 2 9 1 .0 0 3 .7 9 1 5 -2 .7 9 1 5
8 5 8 - 3 .3 5 2 1 .0 0 3 .8 1 0 6 - 2 .8 1 0 6
9 0 3 -3 .3 5 9 1 .0 0 3 .8 1 6 3 - 2 .8 1 6 3
9 3 6 -3 .3 5 9 1 .0 0 3 .8 1 6 3 - 2 .8 1 6 3
1 0 3 2 -3 .3 6 4 1 .0 0 3 .8 2 0 1 -2 .8 2 0 1
a - D e p e n d e n t  V a r ia b le :  O v e ra ll s a t
n = 1040
Pro po rt io n  o f  re spo nse s une xp laine d  = 1 .54%  
Q 2 2  C h an c e s o f  p ro m o t io n
Casewise Diagnostic^
C a s e  N u m b e r S td . R e s id u a l
P rom o
p ro sp e c ts
P re d ic te d
V a lu e R e s id u a l
6 8 3 3 .1 7 4 5 .0 0 1 .9 3 9 5 3 .0 6 0 5
6 8 8 3 .1 7 4 5 .0 0 1 .9 3 9 5 3 .0 6 0 5
7 1 4 3 .1 7 4 5 .0 0 1 .9 3 9 3 3 .0 6 0 7
9 3 4 3 .1 7 7 5 .0 0 1 .9 3 6 4 3 .0 6 3 6
1 0 4 2 3 .1 7 7 5 .0 0 1 .9 3 6 1 3 .0 6 3 9
a . D e p e n d e n t  V a r ia b le :  P rom o  p ro sp e c ts
n = 1014
P ro po rt io n  o f  re spo nse s une xp laine d  = 0 .49%
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Q2 6  F e e l  k e p t  in f o rm e d  by  m an ag e rs an d  sup e rv i so rs
n =  1006
P ro po rt io n  o f  re spo nse s une xp laine d  = 0%  
Q3 0  R e la t i o n s w i t h  im m e d iat e  m an ag e r
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Casewise Diagnostics’
C a se  Num be r Std. R e sidual
M anage m e nt
relat ions
Predic t ed
V alue R esidual
169 -3.195 1.00 3.7502 -2 .7502
378 -3.071 1.00 3.6436 -2 .6436
540 -3.106 1.00 3.6740 -2 .6740
597 -3.266 1.00 3.8112 -2 .8112
615 -3.283 1.00 3.8264 -2 .8264
616 -3.283 1.00 3.8264 -2.8264
618 -3.283 1.00 3.8264 -2.8264
733 -3.053 1.00 3.6283 -2.6283
734 -3.053 1.00 3.6283 -2.6283
768 -3.124 1.00 3.6893 -2.6893
778 -3.159 1.00 3.7197 -2 .7197
892 -3.089 1.00 3.6588 -2.6588
894 -3.089 1.00 3.6588 -2.6588
929 -3.336 1.00 3.8721 -2.8721
974 -3.354 1.00 3.8873 -2.8873
a - De pe nde nt  Variable : M anage m e nt  re lat ions
n = 1022
Pro po rt io n  o f  re spo nses une xp laine d  = 1 .47%
Q31  L e v e l  o f  t rust  f o r  se rv ic e  m an ag e m e n t
n -  1014
P ro po rt io n  o f  re spo nse s une xp laine d  = 0%
Q3 3  Sat i s f ac t i o n  t h at  sug g e st i o n s are  l i s t e n e d  t o
n =  1007
P ro po rt io n  o f  re spo nse s une xp laine d  = 0%
Q 3 4  E f f e c t iv e n e ss o f  I n s t i t u t i o n ’s p ro ble m  so lv in g  sy s t e m s
n = 993
P ro po rt io n  o f  re spo nse s une xp laine d  = 0%
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Q35 Le v e l  o f  c o n t ro l e xpe rie nc e d
Casewise Diagnostics'
C a se  Num be r Std. R esidual Contro lled?
Predic t ed
V alue R esidual
76 -3 .207 1.00 3.6363 -2.6363
151 -3.195 1.00 3.6267 -2.6267
249 -3.149 1.00 3.5884 -2.5884
274 -3.149 1.00 3.5884 -2.5884
278 -3.149 1.00 3.5884 -2.5884
279 -3.149 1.00 3.5884 -2.5884
295 -3.149 1.00 3.5884 -2.5884
308 -3.160 1.00 3.5980 -2.5980
378 -3.114 1.00 3.5598 -2.5598
429 -3.102 1.00 3.5502 -2.5502
434 -3.102 1.00 3.5502 -2.5502
489 -3.218 1.00 3.6458 -2.6458
522 -3.114 1.00 3.5598 -2.5598
547 -3.149 1.00 3.5884 -2.5884
549 -3.149 1.00 3.5884 -2.5884
616 -3.253 1.00 3.6745 -2.6745
652 -3.230 1.00 3.6554 -2.6554
654 -3.230 1.00 3.6554 -2.6554
668 -3.183 1.00 3.6171 -2.6171
716 -3.102 1.00 3.5502 -2 .5502
734 -3.102 1.00 3.5502 -2 .5502
812 -3.207 1.00 3.6363 -2.6363
814 -3.207 1.00 3.6363 -2.6363
821 -3.218 1.00 3.6458 -2.6458
860 -3.253 1.00 3.6745 -2 .6745
913 -3.288 1.00 3.7032 -2 .7032
945 • -3 .288 1.00 3.7032 -2.7032
955 -3.288 1.00 3.7032 -2.7032
957 -3.300 1.00 3.7128 -2.7128
966 -3.300 1.00 3.7128 -2.7128
1053 -3.311 1.00 3.7223 -2.7223
1055 -3.311 1.00 3.7223 -2.7223
a- De pe nde nt  Variable : Lev e l o f  control
n = 1001
Propo rt io n  o f  re sponse s une xp lained  -  3 .2%  
Q36  Sat i s f ac t i o n  w i t h  t h is c o n t ro l
n = 999
Propo rt ion  o f  re sponse s une xp lained  = 0%  
Q37  F e e l  part  o f  a  t e am ?
P ag e  5 22  I  A p p e n d i x  10
Evaluat ing  the appl i cabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anc i l lary st a f f
Casewise Diagnostics1
C a se  Num be r Std. R e sidual
Fee l part  
o f  t eam
Predic t ed
V alue R esidual
65 -3 .166 1.00 3.8405 -2.8405
127 -3.184 1.00 3.8568 -2.8568
166 -3.160 1.00 3.8350 -2.8350
195 -3.153 1.00 3.8296 -2.8296
249 -3.135 1.00 3.8133 -2.8133
278 -3.135 1.00 3.8133 -2.8133
279 -3.135 1.00 3.8133 -2.8133
306 -3.141 1.00 3.8187 -2.8187
411 -3.111 1.00 3.7915 -2.7915
428 -3.111 1.00 3.7915 -2.7915
433 -3.111 1.00 3.7915 -2.7915
491 -3.172 1.00 3.8459 -2.8459
563 -3.160 1.00 3.8350 -2.8350
597 -3.184 1.00 3.8568 -2.8568
616 -3.190 1.00 3.8623 -2.8623
678 -3.172 1.00 3.8459 -2.8459
679 -3.172 1.00 3.8459 -2.8459
704 -3.111 1.00 3.7915 -2.7915
705 -3.111 1.00 3.7915 -2.7915
866 -3.196 1.00 3.8677 -2.8677
936 -3.208 1.00 3.8786 -2.8786
966 -3.214 1.00 3.8840 -2.8840
a - De pe nde nt  Variable : Fe e l part  o f  t eam
n = 1023
P ro po rt io n  o f  re spo nse s une xp laine d  = 2 .15%  
Q 3 8  N e e d  f o r  g o o d  c o -w o rk e r  re la t i o n s in  se rv i c e  d e l iv e ry
Casewise Diagnostics1
C a se  Num be r Std. R esidual
Go o d  
re lat ions imp
Predic t ed
V alue R esidual
398 -5.968 1.00 4.5010 -3.5010
426 -4.264 2.00 4.5010 -2.5010
734 -4.264 2.00 4.5010 -2.5010
760 -4.307 2.00 4.5265 -2.5265
966 -6.153 1.00 4.6093 -3.6093
3. De pe nde nt  Variable : N e e d  fo r g o o d  co -w o rker relat ions
n = 1026
P ro po rt io n  o f  re spo nse s une xp laine d  = 0 .49%
P ag e  5 2 3  I  A p p e n d i x  10
Q3 9  S a t i s f i e d  t h at  p lay  an  e q ua l  ro le  in  t h e  se rv i c e
Evaluat ing  the appl i cabi l i ty o f  Ma sl ow’s  theory o f  mot i vat ion to anci l lary st a f f
Casewise Diagnostic#
C a se  Num be r Std. R e sidual Equal role
Predic t ed
V alue R esidual
5 -3 .924 1.00 4.1878 -3.1878
196 -3.827 1.00 4.1092 -3.1092
283 -3.791 1.00 4.0797 -3.0797
373 -3.754 1.00 4.0502 -3.0502
411 -3.742 1.00 4.0404 -3.0404
428 -3.742 1.00 ’ 4 .0404 -3.0404
618 -3.899 1.00 4.1682 -3.1682
734 -3.742 1.00 4.0404 -3.0404
779 -3.815 1.00 4.0994 -3.0994
855 -3.899 1.00 4.1682 -3.1682
911 -3.936 1.00 4.1977 -3.1977
a- De pe nde nt  Variable : Equal role
n = 1019
Propo rt io n  o f  re sponse s une xp lained  = 1.1%
Q41  Sat i s f ac t i o n  w i t h  re la t i o n s w i t h  t rade  un io n  re p re se n t a t i v e
n =  592
Propo rt io n  o f  re sponse s une xp lained  = 0%
Q43  Co n t inue  t o  w o rk  i f  w o n  m o n e y
n = 1013
Propo rt io n  o f  re sponse s une xp laine d  = 0%
Q4 4  Sat i s f ac t i o n  w i t h  ph y si c a l  w o rk in g  e n v i ro nm e n t
n = 1023
Propo rt io n  o f  re sponse s une xp lained  = 0%
P ag e  5 24  I  A p p e n d i x  10
Q 1 4 a  Im p o rt an c e  o f  a g o o d  rat e  o f  p ay
Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's theory o f  mot i vat i on to anci l lary st a f f
Casewise Diagnostics1
C a se  Num be r Std. R e sidual R ate  o f  pay
Predic t ed
V alue R esidual
3 -3 .510 3.00 4.7644 -1.7644
174 -5.506 2.00 4.7680 -2.7680
215 -3.519 3.00 4.7690 -1.7690
281 -7.499 1.00 4.7701 -3.7701
345 -3.522 3.00 4.7706 -1.7706
482 -5.504 2.00 4.7670 -2.7670
540 -7.500 1.00 4.7706 -3.7706
542 -3.521 3.00 4.7701 -1.7701
596 -3.513 3.00 4.7660 -1.7660
617 -3.512 3.00 4.7655 -1 .7655
621 -3.512 3.00 4.7655 -1.7655
635 -7.488 1.00 4.7644 -3.7644
734 -3.525 3.00 4.7721 -1.7721
793 -3.518 3.00 4.7685 -1.7685
871 -3.511 3.00 4.7650 -1.7650
996 -3.508 3.00 4.7634 -1.7634
999 -5.497 2.00 4.7634 -2.7634
a - De pe nde nt  Variable : R at e  o f  pay
n =  1026
Pro po rt io n  o f  re spo nse s une xp laine d  = 1 .65%
P ag e  5 2 5  I  A p p e n d i x  10
Evaluat ing  the appl i cabi l i ty o f  Ma sl ow's theory o f  mot ivat i on to anci l lary st a f f
Q14b Im po rt anc e  o f  g o o d  bo nus sc he m es
Casewise Diagnostic#
C a se  Num be r Std. R esidual
Bo nus
sc he m e
Predic t ed
V alue R esidual
52 -3 .467 1.00 4.2851 -3.2851
54 -3.467 1.00 4.2851 -3.2851
119 -3.456 1.00 4.2753 -3 .2753
120 -3.456 1.00 4.2753 -3 .2753
223 -3.477 1.00 4.2948 -3 .2948
268 -3.484 1.00 4.3013 -3 .3013
293 -3.484 1.00 4.3013 -3.3013
351 -3.494 1.00 4.3110 -3 .3110
379 -3.494 1.00 4.3110 -3 .3110
391 -3.501 1.00 4.3175 -3.3175
507 -3.491 1.00 4.3078 -3.3078
540 -3.487 1.00 4.3045 -3 .3045
825 -3.463 1.00 4.2818 -3 .2818
979 -3.439 1.00 4.2591 -3.2591
993 -3.439 1.00 4.2591 -3.2591
3. De pe nde nt  Variable : Bo nus sc he m e
n = 776
Pro po rt io n  o f  re spo nse s une xp laine d  = 1 . 9  %
P ag e  5 2 6  I  A p p e n d i x  10
Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot i vat i on to anci l lary st a f f
Q1 4c  Im po rt anc e  o f  g o o d  re lat io nsh ips w i t h  c o -w o rke rs
Casewise Diagnostics1
C a se  Num be r Std. R esidual
Co -w o rke r
relat ions
Predic t ed
V alue R esidual
56 -3 .128 3.00 4.7054 -1.7054
63 -4.963 2.00 4.7054 -2.7054
119 -3.148 3.00 4.7160 -1 .7160
297 -4.930 2.00 4.6877 -2 .6877
309 -3.102 3.00 4.6912 -1 .6912
337 -3.089 3.00 4.6842 -1 .6842
424 -3.070 3.00 4.6735 -1 .6735
425 -3.070 3.00 4.6735 -1.6735
426 -4.904 2.00 4.6735 -2 .6735
446 -3.070 3.00 4.6735 -1 .6735
528 -3.083 3.00 4.6806 -1 .6806
540 -6.758 1.00 4.6842 -3 .6842
542 -3.096 3.00 4.6877 -1 .6877
565 -3.122 3.00 4.7019 -1.7019
622 -3.154 3.00 4.7196 -1.7196
633 -3.161 3.00 4.7231 -1.7231
678 -4.969 2.00 4.7089 -2.7089
681 -3.063 3.00 4.6700 -1.6700
690 -3.063 3.00 4.6700 -1.6700
734 -4.904 2.00 4.6735 -2.6735
735 -4.904 2.00 4.6735 -2 .6735
810 -4.963 2.00 4.7054 -2 .7054
880 -3.161 3.00 4.7231 -1.7231
896 -4.917 2.00 4.6806 -2 .6806
a - De pe nde nt  Variable : Co -w o rk e r re lat ions
n = 1026
P ro po rt io n  o f  re spo nse s une xp laine d  = 2 .34%
P ag e  5 2 7  I  A p p e n d i x  10
Evaluat ing  the appl i cabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anc i l lary st a f f
Q1 4d Im po rt anc e  o f  pride  in se rv ic e
Casewise Diagnostics'
C a se  Num be r Std. R e sidual
Pride  in 
serv ic e
Predic t ed
V alue R esidual
155 -4.528 2.00 4.6733 -2 .6733
540 -4.528 2.00 4.6731 -2.6731
549 -6.222 1.00 4.6731 -3.6731
583 -4.528 2.00 4.6734 -2 .6734
658 -4.528 2.00 4.6733 -2 .6733
665 -4.528 2.00 4.6733 -2 .6733
675 -6.222 1.00 4.6734 -3 .6734
759 -4.528 2.00 4.6731 -2.6731
991 -6.223 1.00 4.6738 -3 .6738
a- De pe nde nt  Variable : Pride  in se rv ic e
n = 1001
Pro po rt io n  o f  re spo nse s une xp laine d  = 0 .9%
Q1 4 e  Im p o rt an c e  o f  o p p o rt un i t i e s  f o r  m ult i sk i l l i n g
n = 871
Pro po rt io n  o f  re spo nse s un e x p la in e d— 0%  
Q 1 4 f  Im p o rt an c e  o f  g o o d  t ra in in g  o p p o rt un i t i e s
Casewise Diagnostic#
C a se  Num be r Std. R esidual T raining o pps
Predic t ed
V alue R e sidual
92 -3 .495 1.00 4.1412 -3 .1412
96 -3.495 1.00 4.1412 -3 .1412
103 -3.495 1.00 4.1412 -3 .141 2
156 -3.481 1.00 4.1290 -3 .129 0
166 -3.481 1.00 4.1290 -3 .129 0
375 -3.457 1.00 4.1076 -3.1076
549 -3.467 1.00 4.1168 -3.1168
583 -3.484 1.00 4.1321 -3.1321
704 -3.454 1.00 4.1046 -3.1046
734 -3.454 1.00 4.1046 -3.1046
858 -3.498 1.00 4.1443 -3.1443
960 -3.512 1.00 4.1565 -3 .1565
a. De pe nde nt  Variable : T raining o pps
it = 922
Pro po rt io n  o f  re spo nse s une xp laine d  = 1.3%
P ag e  5 2 8  I  A p p e n d i x  10
Q 1 4 g  Im p o r t an c e  o f  o v e r t im e  o p p o rt un i t i e s
n = 925
P ro po rt io n  o f  re spo nse s une xp laine d  = 0%  
Q 1 4 h  Im p o rt an c e  o f  j o b  se c ur i t y
Evaluat ing  the appl i cabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anci l lary st a f f
Casewise Diagnostic#
C a se  Num be r Std. R esidual Jo b securit y
Predic t ed
V alue R e sidual
34 -4 .022 3.00 4.8346 -1.8346
63 -3.994 3.00 4.8217 -1 .821 7
106 -4.011 3.00 4.8295 -1 .829 5
224 -6.169 2.00 4.8140 -2.8140
262 -3.965 3.00 4.8089 -1.8089
263 -3.965 3.00 4.8089 -1.8089
271 -6.158 2.00 4.8089 -2 .8089
273 -3.965 3.00 4.8089 -1.8089
383 -3.937 3.00 4.7960 -1 .7960
452 -3.943 3.00 4.7985 -1 .7985
462 -3.943 3.00 4.7985 -1 .7985
542 -3.965 3.00 4.8089 -1.8089
573 -6.169 2.00 4.8140 -2.8140
636 -4.028 3.00 4.8372 -1 .8372
642 -4.028 3.00 4.8372 -1 .8372
665 -6.175 2.00 4.8166 -2.8166
730 -3.943 3.00 4.7985 -1.7985
740 -3.960 3.00 4.8063 -1 .8063
758 -3.960 3.00 4.8063 -1.8063
835 -4.005 3.00 4.8269 -1 .8269
1031 -4.045 3.00 4.8450 -1.8450
1056 -4.045 3.00 4.8450 -1.8450
3. De pe nde nt  Variable : Jo b security
n =  1002
P ro po rt io n  o f  re spo nse s une xp laine d  = 2 .2%
P ag e  5 2 9  I  A p p e n d i x  10
Evaluat ing  the appl i cabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anci l lary st a f f
Q14 i  Im po rt anc e  o f  g o o d  m anage m e nt  st y le
Casewise Diagnostic#
C a se  Num be r Std. R esidual
M anage m e nt
sty le
Predic t ed
V alue R esidual
64 -3 .524 2.00 4.5534 -2.5534
156 -3.515 2.00 4.5463 -2.5463
281 -3.475 2.00 4.5176 -2.5176
344 -3.465 2.00 4.5105 -2.5105
375 -3.445 2.00 4.4962 -2.4962
380 -4.826 1.00 4.4962 -3.4962
431 -3.436 2.00 4.4890 -2.4890
433 -4.816 1.00 4.4890 -3.4890
444 -3.436 2.00 4.4890 -2.4890
451 -4.816 1.00 4.4890 -3.4890
464 -3.436 2.00 4.4890 -2.4890
471 -3.436 2.00 4.4890 -2.4890
483 -3.534 2.00 4.5606 -2.5606
540 -3.465 2.00 4.5105 -2.5105
549 -4.855 1.00 4.5176 -3.5176
573 -4.875 1.00 4.5319 -3.5319
595 -4.934 1.00 4.5749 -3.5749
665 -4.885 1.00 4.5391 -3.5391
769 -3.475 2.00 4.5176 -2.5176
966 -3.603 2.00 4.6106 -2.6106
999 -3.603 2.00 4.6106 -2.6106
1034 -3.613 2.00 4.6178 -2.6178
a - De pe nde nt  Variable : M anage m e nt  sty le
n = 965
Pro po rt io n  o f  re spo nse s une xp laine d  = 2 .3%  
Q1 4 j Im p o rt an c e  o f  a  g o o d  p e n sio n  sc h e m e
Casewise Diagnostics3
Case  Num ber Std. Residual
Pension
schem e
Predicted
Value Residual
271 -3.857 1.00 4.3566 -3.3566
273 -3.857 1.00 4.3566 -3.3566
462 -3.803 1.00 4.3094 -3.3094
482 -3.939 1.00 4.4274 -3.4274
549 -3.857 1.00 4.3566 -3.3566
751 -3.844 1.00 4.3448 -3.3448
795 -3.898 1.00 4.3920 -3.3920
985 -4.034 1.00 4.5099 -3.5099
3- Dependent Variable: Pension schem e
n = 890
P ro po rt io n  o f  re spo nses une xp laine d  = 0 .9  %
P ag e  5 3 0  I  A p p e n d i x  10
Evaluat ing  the appl i cabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anci l lary st a f f
Q1 4 k  Im po rt anc e  o f  num be r o f  day s A nnual Leav e
Casewise Diagnostic#
C a se  Num be r Std. R e sidual Day s A/L
Predic t ed
V alue R esidual
3 -5 .780 1.00 4.6080 -3 .6080
544 -4.181 2.00 4.6096 -2.6096
547 -4.181 2.00 4.6096 -2.6096
737 -4.181 2.00 4.6098 -2.6098
738 -4.181 2.00 4.6098 -2 .6098
942 -5.780 1.00 4.6079 -3.6079
a - De pe nde nt  Variable : Day s A/L
n = 995
P ro po rt io n  o f  re spo nse s une xp laine d  = 0 .6%  
Q141 Im p o rt an c e  o f  g o o d  p ro m o t io n a l  p ro sp e c t s
Casewise Diagnostic#
C a se  Num be r Std. R e sidual
Go o d  prom o  
pro spec ts
Predic t ed
V alue R esidual
62 -3 .000 1.00 3.8930 -2.8930
63 -3.000 1.00 3.8930 -2.8930
476 -3.009 1.00 3.9016 -2.9016
482 -3.009 1.00 3.9016 -2.9016
813 -3.000 1.00 3.8930 -2.8930
960 -3.072 1.00 3.9623 -2.9623
1032 -3.081 1.00 3.9710 -2.9710
a - De pe nde nt  Variable : Go o d  prom o  pro spec t s
n = 861
Pro po rt io n  o f  re spo nses une xp laine d  = 0 .81%
P ag e  531 I  A p p e n d i x  10
Evaluat ing  the appl i cabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anci l lary st a f f
Q14m  Im po rt anc e  o f  a f rie nd ly  atm o sphe re
Casewise Diagnostic#
C a se  Num be r Std. R e sidual
Friendly
atm o sphere
Predic t ed
V alue R esidual
56 -3 .492 3.00 4.7438 -1.7438
62 -3.492 3.00 4.7438 -1.7438
154 -3.488 3.00 4.7422 -1.7422
216 -3.482 3.00 4.7391 -1.7391
247 -3.476 3.00 4.7361 -1.7361
263 -3.476 3.00 4.7361 -1.7361
322 -3.479 3.00 4.7376 -1.7376
328 -3.473 3.00 4.7345 -1.7345
383 -3.461 3.00 4.7284 -1.7284
446 -3.464 3.00 4.7299 -1.7299
451 -3.464 3.00 4.7299 -1.7299
488 -3.495 3.00 4.7453 -1.7453
527 -3.470 3.00 4.7330 -1.7330
528 -3.470 3.00 4.7330 -1 .7330
536 -3.473 3.00 4.7345 -1 .7345
549 -3.476 3.00 4.7361 -1.7361
565 -3.488 3.00 4.7422 -1 .7422
572 -3.488 3.00 4.7422 -1 .7422
583 -3.492 3.00 4.7438 -1.7438
598 -3.501 3.00 4.7484 -1.7484
636 -3.510 3.00 4.7530 -1.7530
690 -3.461 3.00 4.7284 -1.7284
703 -3.464 3.00 4.7299 -1.7299
810 -3.492 3.00 4.7438 -1.7438
880 -3.507 3.00 4.7515 -1 .7515
897 -3.470 3.00 4.7330 -1.7330
920 -3.513 3.00 4.7545 -1.7545
934 -3.513 3.00 4.7545 -1.7545
986 -3.516 3.00 4.7561 -1.7561
a- De pe nde nt  Variable : Friendly  at m o sphe re
n = 1005
P ro po rt io n  o f  re spo nse s une xp laine d  = 2 .9%
P ag e  5 3 2  I  A p p e n d i x  10
Evaluat ing  the appl i cabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anci l lary st a f f
Q14n Im po rt anc e  o f  c o ntac t  w i t h  pat ie nt s
Casewise Diagnostic#
C a se  Num be r Std. R esidual
Contac t  with 
custom ers
Predic t ed
Value R esidual
264 -3.262 1.00 4.1156 -3.1156
431 -3.234 1.00 4.0883 -3 .0883
462 -3.234 1.00 4.0883 -3 .0883
476 -3.305 1.00 4.1565 -3 .1565
549 -3.262 1.00 4.1156 -3 .1156
687 -3.227 1.00 4.0814 -3.0814
731 -3.234 1.00 4.0883 -3.0883
732 -3.234 1.00 4.0883 -3.0883
735 -3.234 1.00 4.0883 -3.0883
801 -3.291 1.00 4.1429 -3.1429
808 -3.298 1.00 4.1497 -3.1497
849 -3.327 1.00 4.1770 -3.1770
858 -3.327 1.00 4.1770 -3.1770
879 -3.334 1.00 4.1838 -3.1838
881 -3.334 1.00 4.1838 -3.1838
985 -3.355 1.00 4.2043 -3.2043
993 -3.355 1.00 4.2043 -3.2043
a - De pe nde nt  Variable : Contac t  with custo m e rs
n = 916
Pro po rt io n  o f  re spo nse s une xp laine d  = 1 .85%  
Q 1 4 o  Im p o rt an c e  o f  c o n t ac t  w i t h  Nurse s
n = 928
P ro po rt io n  o f  re spo nse s une xp laine d  = 0%
Q1 4 p  Im p o rt an c e  o f  c o n t ac t  w i t h  Do c t o rs
n = 858
Pro po rt io n  o f  re spo nse s une xp laine d  = 0%
P ag e  5 3 3  I  A p p e n d i x  10
Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anci l lary st a f f
Q1 4 q  Im po rt anc e  o f  c o ntac t  w i t h  supe rv iso r
Casewise Diagnostic#
C a se  Num be r Std. R esidual
Contac t  with 
superv iso rs
Predic t ed
Value R esidual
30 -3 .025 2.00 4.4346 -2.4346
56 -4.230 1.00 4.4051 -3.4051
247 -4.194 1.00 4.3755 -3.3755
344 -4.186 1.00 4.3696 -3.3696
409 -4.164 1.00 4.3519 -3.3519
492 -4.238 1.00 4.4110 -3.4110
549 -4.194 1.00 4.3755 -3 .3755
665 -4.216 1.00 4.3933 -3.3933
911 -3.039 2.00 4.4464 -2.4464
974 -4.289 1.00 4.4523 -3.4523
1032 -4.296 1.00 4.4582 -3.4582
3. De pe nde nt  Variable : Contac t  with supe rv iso rs
n = 971
Pro po rt io n  o f  re spo nse s une xp laine d  = 1 .13%  
Q 1 4 r Im p o rt an c e  o f  c o n t ac t  w i t h  sup e rv i so r ’s bo ss
Casewise Diagnostic#
C a se  Num be r Std. R esidual
Co ntac t  with 
supe rv iso r 's  
bo ss
Predic t ed
V alue R esidual
258 -3.504 1.00 4.1915 -3 .1915
270 -3.504 1.00 4.1915 -3 .1915
375 -3.514 1.00 4.2013 -3.2013
402 -3.518 1.00 4.2046 -3.2046
409 -3.518 1.00 4.2046 -3.2046
549 -3.504 1.00 4.1915 -3.1915
664 -3.493 1.00 4.1816 -3 .1816
665 -3.493 1.00 4.1816 -3.1816
733 -3.518 1.00 4.2046 -3.2046
801 -3.489 1.00 4.1783 -3.1783
855 -3.471 1.00 4.1619 -3.1619
894 -3.511 1.00 4.1981 -3.1981
902 -3.460 1.00 4.1520 -3.1520
903 -3.460 1.00 4.1520 -3.1520
974 -3.457 1.00 4.1487 -3.1487
1043 -3.453 1.00 4.1454 -3.1454
3. De pe nde nt  Variable : Contact  with supe rv iso r's bo ss
n = 950
P ro po rt io n  o f  re spo nse s une xp laine d  = 1.7%
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Q14s Im po rt anc e  o f  jo b v arie t y
Casewise Diagnostic#
C a se  Num be r Std. R e sidual Jo b variety
Predic t ed
Value R esidual
155 -3.710 1.00 4.1482 -3 .1482
229 -3.702 1.00 4.1408 -3.1408
243 -3.702 1.00 4.1408 -3.1408
281 -3.693 1.00 4.1334 -3 .1334
354 -3.680 1.00 4.1222 -3 .1222
549 -3.693 1.00 4.1334 -3.1334
665 -3.706 1.00 4.1445 -3 .1445
a - De pe nde nt  Variable : Jo b variety
n = 942
Pro po rt io n  o f  re spo nse s une xp laine d  = 0 .74%
Q 1 4 t  Im p o rt an c e  o f  un io n  re p re se n t a t i o n
n = 884
Pro po rt io n  o f  re spo nse s une xp laine d  = 0%
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Appendix 11
A l t e rn at iv e  q uali t at iv e  m e t h o do lo g ie s
Resea rch ers  can  ga ther qu a lita tive da ta  th rou gh  lis ten in g and  ob servin g pa rticipan ts  
either w ith  the pa rticipa n t’s know ledge (overt) or w ith ou t (covert). B eca u se it w ou ld  be 
im poss ib le to ob serve a ll th a t is  h a ppen in g a t one tim e, ob serva tion  ten d s  to b e 
u n derta ken  a t specific times, in  pa rticu la r loca tions  or du rin g the cou rse o f certa in  
rou tines/  circu m stances . A  resea rch er w h o u ses  th is  m eth od  gen era lly h a s  an id ea  of 
the resea rch  a im s  as th is  determ ines  w ha t, w ho and  w h en  th ey ob serve, a lth ou gh  
these can  a da p t as the resea rch  p rogresses . Th ere a re o f cou rse eth ica l is su es  w ith  
u n d erta k in g covert ob serva tion  in  pa rticu la r, s ince the resea rch er  d isgu ises  as a  
pa rticipa n t in  the socia l setting to ob serve. A lth ou gh  the m eth od  ca u ses  no phys ica l 
h a rm  to the pa rticipan ts , th eir righ ts  and in teres ts  are b ein g  th rea ten ed  th rou gh  
deception . O ften  th is  m ethod  is  u sed  thou gh  in  settin gs  th a t resea rch ers  m a y n ot 
otherw ise ha ve access  to su ch  as s tu dyin g secret, devia n t or n on -con form is t 
popu la tion s . It is  a lso im porta n t to con s ider the im pa ct th a t the resea rch er ha s on 
the field  settin g and the pa rticipan ts  w h en  u s in g th is  m ethod , w h eth er th is  is 
b ecau se the pa rticipan ts  are aw are o f b ein g ‘w a tch ed ’ or b eca u se a  n ew  fa ce has 
jo in ed  the setting . Pa rticipa n t ob serva tion  is  often u sed  in  eth n ogra ph ic s tu d ies  th a t 
a im  to describ e a  cu ltu re th rou gh  in terp retin g the socia l exp ress ion s  b etw een  
in d ividu a ls  and grou ps . In  th is  m eth odo logy the resea rch er b ecom es  a  m em b er o f the 
cu ltu re and so is  ab le to ob serve the sam e ph en om en a  as th a t o f the resea rch  
pa rticipan ts . U s in g th is  approach  the resea rch er is  ab le to m a ke deta iled  
exam ina tions  o f peop le, their socia l d is cou rse and  the even ts  in  th eir lives , w h ich  
form s  the b as is  o f their in terp reta tion  o f u n d erlyin g concep ts , sym b ols  and  
defin itions .
In  th is  inves tiga tion , it w ou ld  have b een  d ifficu lt for the resea rch er to ob serve the 
a ctivities  o f ca tering, dom estic and porterin g s ta ff in  a  N H S  Tru s t du e to the ‘roa m in g’ 
n a tu re o f the role. D u ring their shifts, a n cilla ry s ta ff m ove a rou nd  the h osp ita l 
clea n in g  d ifferen t w a rd  areas, delivering food  trolleys  or tra n sportin g pa tien ts , on  an 
in d ivid u a l and grou p b asis , so the resea rch er w ou ld  eith er have to had  to select a  
grou p or in d ividu a l to follow  a rou nd  or chosen  an a rea  th a t an cilla ry s ta ff tend  to 
pass  th rou gh . E ith er w a y the setting  th a t w a s  b ein g ob served  w ou ld  be som ew h a t
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a rtificia l as the a n cilla ry s ta ff w ou ld  b e su sp iciou s  o f b ein g w a tch ed  w h ils t perform in g 
th eir du ties  and w ou ld  a da pt to th ere b ein g a  s tra n ger w a tch  their every move. 
A lth ou gh  th is  m a y have declined  over a  period  o f tim e as the a n cilla ry s ta ff b ecam e 
u sed  to the resea rcher, su ch  length s  o f tim e and resou rces  w ere n ot ava ilab le
O vert or covert ob serva tion  are m ethods  th a t cou ld  n ot even  have b een  cons idered  an 
op tion  in  th is  in ves tiga tion  du e to the tim e and fin a n cia l cons tra in ts  o f the sponsored  
resea rch . It w ou ld  have taken  m a n y w eeks  or even  m onth s  to ga th er su ch  qu a lita tive 
da ta  from  a  nu m b er o f Tru s ts  in  the Foru m  tha t w ou ld  then  have to b e a na lysed  and  
reported  u pon , and w ou ld  fa r exceed  the tim e res triction  o f th e resea rch  to 60 
w ork in g days.
Q u a lita tive da ta  can  a lso b e ga thered  u s in g in terview s , w h ich  can b e defined  as 
‘conversa tions  w ith  a  p u rp ose’ (B erg, 1998, p. 57). Th ere are 3 types  o f in terview s . 
F irs tly s tru ctu red  in terview s  have a  series  o f p redeterm in ed  qu estions  th a t are 
expected  to d ra w  ou t the respon den ts ’ opin ions, thou gh ts  and  a ttitu des  and  so w ith  
th is  the resea rch er dem on s tra tes  a  clea r idea  o f the releva n t a rea s  o f the resea rch  
topic. Th is  m ethod  w ou ld  have b een  condu cive w ith  the key s ta keh old er’s p reference 
for com pa ra tive in form a tion  (as d isp layed  in  their  p riority for a  qu es tion n a ire stu dy) 
as each  resp on d en t’s op in ion  is m easu red  on the sam e facets , b u t on ce a ga in  the 
tim e and fin ancia l constra in ts  o f the resea rch  preva iled . In terview s  a re u n derta ken  on 
a  one- to-one b as is  and so has  an im m edia te effect on h ow  lon g it w ou ld  ta ke to reach  
a  rep resen ta tive grou p  o f pa rticipan ts  and  the p ra ctica lity o f rea ch in g fron t- lin e s ta ff 
du rin g their w ork in g hou rs . Th is  o f cou rse has  the sam e im p lica tion  for the other 
types  o f one- to-one in terview  tha t exist. In  an u n s tru ctu red  in terview  the qu estions  
are developed  as the responses  are given, and  so the in terview  develops  and  adapts  
w ith  the pa rticipan ts . Th e flexib ility o f th is  app roach  a llow s  the resea rch er to ga in  
fu rth er in form a tion  ab ou t va riou s  issu es  th a t a rise b y a sk in g a dd ition a l qu estions . 
H ad it b een  poss ib le, th is  approach  w ou ld  have b een  the m os t a pp ropria te for 
exp lorin g sou rces  o f m otiva tion  a t the b egin n in g o f the resea rch  to con cep tu a lise the 
needs  in  M as low 's  m odel. Fina lly, a  sem i-s tru ctu red  in terview  has  b oth  a  series  o f 
p redeterm in ed  qu estions  and the scope to a llow  respon den ts  to d igress  and  the 
resea rch er to ga in  fu rther in form a tion  a b ou t va riou s  a spects . Th is  m eth od  w ou ld  a lso 
have b een  a ppropria te for the firs t stage o f the resea rch  b y p erm ittin g the 
conversa tion  w ith  the ancilla ry w orker to b e focu sed  a rou nd  each  o f M a s low 's  needs .
P ag e  5 3 7  I  A p p e n d i x  11
N everth eless , each  o f these m ethod s  a re res tra ined  b y the level o f tim e com m itm en t 
th ey requ ire and  w ith  th is  is  the fina ncia l p ressu re o f u n d erta k in g a  com m is s ioned  
stu dy.
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Appendix 12
F o c us Gro up  q ue st io ns
1, What do you like about your  job?
Prompts: D o you  get on  w ith  you r  s u p ervis or  or m a n a ger?
D o you  get on  w ith  th e p eop le you  w ork  w ith ?
Is  it th e p a tien ts , th e Tru s t, th e en viron m en t you  w ork  in ?
Is  it th e m on ey?
2 What do you disl ike about your  job?
Prompts: D o you  get on  w ith  you r  s u p ervis or  or m a n a ger?
D o you  get on  w ith  th e p eop le you  w ork  w ith ?
Is  it th e w ork in g  en viron m en t, th e Tru s t?
R a te o f Pa y?
C h a n ces  o f p rom otion ?
H ou rs  o f w ork ?
3. How sat isfied are you with the number and variety o f  tasks in your  job?  
Prompts: A re th ere too m a n y or  too few ?
D o you  feel s tretch ed  b y th e n u m b er  o f ta s ks  you  h a ve to do?
D o you  feel you  ca n  give you r  fu ll effort to ea ch  ta s k ?
Either quest ion 4a & b or 4c depending on type o f  staf f
4a. Would you like to be mult iskil led, say as a ward assistant, as in 
other Trusts?
Prompts: D o you  u n d ers ta n d  w h a t b ein g  m u ltis k illed  is ? Tra in ed  in  
p er form in g  a d d ition a l s k ills  to you r  p res en t jo b , e.g. a lloca ted  
w a rd s  to clea n , ch a n ge ligh tb u lb s , m in or  h a n d yw ork , feed  
p a tien ts  th eir  m ea ls , res p on d  to p a tien ts  requ es ts  
D o you  th in k  th ere w ou ld  b e a n y b en efits  from  b ein g  
m u ltis k illed ? - g rea ter  em p loya b ility, jo b  s ecu rity, g rea ter  jo b
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va r iety?
D o you  th in k  th ere w ou ld  b e a n y d is a d va n ta ges  b ein g  
m u ltis k illed  - n ot en ou gh  a tten tion  to in d ivid u a l ta s k s  - 
s p rea d  too th in ly?
4b, Why i s t h i s?
P r o m p ts :  G rea ter  em p loya b ility 
G rea ter  jo b  s ecu rity
U n s k illed  in  a  lo t o f ta s k s  ra th er  th a n  s k illed  in  a  few  
4c. Do  you  p r ef er  being  mul t i sk i l l ed?
P r o m p ts :  D o you  lik e th e va r iety o f ta s k s  you  n ow  d o m ore th a n  b efore? 
D o you  feel m ore s ecu re in  you r  jo b  n ow  you  h a ve m ore s k ills ?
W h a t d o you  lik e a b ou t b ein g  m u ltis k illed ?
Is  th ere m ore con tin u ity w ith  th e ta sk , i.e. s eein g  th e p a tien t 
im p rove in  th eir  h ea lth ?
Is  th ere a n y d ifferen ce w ith  you r  jo b  n ow  th a t you  a re 
‘m u ltis k illed ’?
5 . What  do  you  th ink  o f  t h e T rust  as an em p l oyer ?
P ro m p ts : D o you  feel va lu ed  b y th e Tru s t a s  a n  em p loyee?
D oes  th e T ru s t trea t you  fa ir ly a s  a n  em p loyee?
D oes  th e Tru s t k eep  you  in form ed  a b ou t releva n t 
d evelop m en ts  e ffectin g  you  a s  a n  em p loyee?
6 . Ar e you  sa t i sf i ed  wi th  work ing  f o r  t h e T rust ?
P r o m p ts :  H a ve you  h a d  a n y p rob lem s  w ith  th e Tru s t?
D o th ey va lu e you ?
W ou ld  you  recom m en d  it to oth er  p eop le a s  a  good  em p loyer?
7. A r e you  sa t i sf i ed  wi th  work ing  wi th  you r  super vi so r  and  
manager ?
P ro m p ts :  D o you  get on  w ith  you r  s u p ervis ors  a n d  m a n a gers ?
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D o th ey trea t you  w ith  res p ect?
D o you  feel th ey k eep  you  in form ed  a b ou t releva n t even ts ?
H a s  a n yon e h a d  a n y  b a d  exp er ien ces  w ith  you r  
s u p ervis ors  / m a n a gers ?
W ou ld  you  feel com forta b le goin g  to th em  w ith  a  p rob lem , or 
fo r  a d vice?
8, Do  you  f e e l  appr ec ia t ed work ing  f o r  t h e T rust ?
P ro m p t s : D o th ey k eep  you  in form ed ?
A re th ey a  fa ir  em p loyer?
9, What  do  you  t h ink  m ot i va t es peop l e t o  work  f o r  t h e T rust ?  
P ro m p t s: Is  it a  s en s e o f s ervin g  th e p eop le?
D o you  w ork  for  th e Tru s t b eca u s e you  like h elp in g  p eop le get 
w ell?
A re th ey a  tru s ted  a n d  relia b le form  o f em p loym en t?
Is  it a  s ecu re em p loyer?
10, Has the T rust  done anyth ing  to addr ess yo u r  jo b  sa t i sfa c t i on?  
P ro m p t s: D o th ey h a ve s ta ff tra in in g  s ch em es  fo r  you ?
H a s  th e Tru s t got In ves tors  in  Peop le? D o you  k n ow  w h a t th is  
is ?
H a s  th e Tru s t got a n y p roced u res  for  you  m a k e s u gges tion s  to 
th em  a b ou t th e Tru s t or  you r  jo b ?
C a n  you  tell you r  m a n a ger  or  s u p ervis or  i f  you  a re d is s a tis fied  
w ith  a n  a s p ect o f you r  jo b ? W ou ld  you  feel com forta b le?
A n yth in g  you  th in k  th e Tru s t cou ld  do, b u t h a s n ’t, to a d d res s  
you r  jo b  s a tis fa ction ?
11, What  g et s you  ou t  o f  bed  in th e m orn ing  t o  c om e t o  work ?  
P ro m p t s: H av e  to ea rn  a  livin g?
E n joy  th e w ork ?
E n joy  th e com p a n y?
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1 2 . What  aspec t s o f  you r  jo b  ar e m ost  im por t an t  t o  you?
(USE  FL IPCHART )
P r o m p ts :  N a m e th e five m os t im p orta n t a s p ects  o f you r  jo b
J ob  s ecu rity
F r ien d ly a tm os p h ere
G ood  rela tion s h ip  w ith  co- w ork ers
P a y
P rid e in  s ervice - d on e th e jo b  w ell
13 . Anyth i ng  el se t h a t  we h aven ft  l ook ed a t  t h a t  you  wou ld l ik e t o  
add?
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G ets you  ou t o f the hou se?
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F o c us Gro up  A g e n d a
H e a l t h  S e r v ic e  Fa c il it ie s  M a n a g e me n t  
R e s e a r c h  a n d  A pp l ic a t io n  Fo r u m 
f o c u s  G r o u p  in t e r v ie w s
Ag e n d a  
Cu r r e n t  j o b
Example question 
What does your job entail?
JOB SATISFACTION
Example questions
What do you iike about your job?
What do you dislike about your job?
WORK MOTIVATION
Example question
What makes you come to work?
IMPORTANCE
Example question
What aspects of your job are most important to you?
ANYTHING ELSE ?
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Appendix 14
F o c us Gro up  T ran sc r ip t s
T R UST  A  - BA SSET L A W  DIST R ICT  H OSP IT A L  
F riday  8 J anuary  1999
Pre se nt : A. Lou ise S m ith
B . Liz C la rk
C . S u e (W ard  A s s is ta n t S u pervisor)
D . E la ine (W ard Ass is tan t)
E . An n  (W ard Ass is tan t)
F. M a rga ret (W ard Ass is tan t)
A. A ll the responses  th a t you  give u s  w ill b e trea ted  con fiden tia lly, its  goin g 
to b e w ritten  u p in  a  report b u t it’s n ot goin g  to s a y w h o sa id  w h a t and 
w h ich  hosp ita l it cam e from  ju s t w h a t the com m en ts  are.
D . H ave you  got to report a fter?
C . Pa rdon?
D. H ave you  got to report a fter?
C. No 
Lau gh s
D . R igh t w e can say anyth in g then  ca n ’t we!
E . Th a t’s w h y she w a n ted  to stay!
A. W a n t som eth ing nice and  ju icy  then!
E. R igh t then
A. So to b egin  w ou ld  you  m ind  in trodu cing you rselves , p lea se
C . I’m  Su e
D. E la ine
E. Ann
F. M a rga ret
A. An d  er you ’re w a rd  ass is tan ts
E . S u e’s a  su pervisor
C . team  leader 
A. Tea m  leader, righ t
C . Th e n ew  w ord
A. E rm , F irs t qu estion  is  w h a t do you  like ab ou t you r  job ?...A n yon e?
E . F lexib le, its  er in teresting, it can be., its  m ore in teres tin g th an  the job  w e 
had, w h ich  w a s  dom estics .
D . It keeps  you  b u sy
F. It does
E . You  n ever kn ow  w h a t’s goin g  to happen  n ext (lau ghs ) or w h ere you ’re 
goin g to b e sent, you  have to do ru n s  to ph a rm a cy and er  m ed ica l records, 
yea h  its  va ried.
D. W h ich  I shou ld  be there now , but..
E. I’ll do tha t for you
D . B u t A n n ’s going ou t
E. I l l  do tha t for you
C. B u t you  w ork  as a  team  as w ell d on ’t you ?
E. Yeah , team  w ork, it w orks  b etter w ith  the n u rs in g sta ff, it defin itely does ,
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you  get b etter th ou gh t of, you  know , it did sta rt o ff a  b it u s  an  them , b u t 
once th ey got u sed  to u s, ‘cau se I th in k  th ey w ere a  b it fea red  o f th eir job s , 
b u t I th in k  once th ey got u sed  to u s  and see w e w ere no th rea t 
A. So h ow  lon g have you  b een  w a rd  ass is tan ts?
F. Tw o
E. Tw o and  h a lf yea rs
A. O h  right, righ t, and w h a t w ere you  cla ssed  as b efore?
F. D om estics  
A. D om estics .
D . Ju s t clean ing .
E. N ow  w e do th a t plu s..
A. everyth in g else 
Lau gh s
E . S till do the cleaning .
F. You  get to kn ow  the pa tien ts  a  lot b etter as w ell, d on ’t you  
E. Yea h  m ore pa tien t care
A. D o you  cover lots  o f w a rd s  or..
E. No, one w a rd , b u t w e have to b e flexib le b ecau se w e m igh t b e ca lled  u pon  
to go on  a n oth er w a rd , tha t is  generic
A. So you  see the pa tien t from  w h en  th ey com e to w h en  th ey go ou t?
E. yea h
D . yea h
F. Th a t’s righ t yea h
E . W h ich  is  b etter, I th ink they w ere on ab ou t m a k in g u s  goin g on  d ifferen t 
w a rds , b u t w e did  try it, w h en  w e firs t s ta rted  and  it w a s n ’t righ t b ecau se 
you  forgot w ho,..., you  kn ow  you  save tim e b y kn ow in g the p a tien t and their  
needs , go on to a  d ifferen t w a rd  and you  d on ’t kn ow  th e pa tien t, you ’ve got 
no idea , and you  s ta rt from  scra tch  a ll the tim e, s ta yin g on  a t the sam e w a rd  
it is b etter
F. ‘C a u se w h en  w e’re off the pa tien t som etim es  a sks  w h eth er w e ’re p oorly or 
if w e ’re on  holiday, you  kn ow  th ey get to kn ow  w h ere w e are b eca u se th ey get 
to kn ow  u s
D . B u t I d on ’t b ecau se I w ork  on an a dm iss ions  w a rd , so th ey’re n ot in  long, 
th ey com e in  for a  cou p le o f hou rs  and then  th ey go u p  to the w a rd , so w e 
d on ’t get to kn ow  them  very w ell do w e u p  there
E. So its  h a rder in  a  w a y
D . Its  d ifferen t
C. on th a t w ard , on adm iss ions , b ecau se th ey d on ’t get to kn ow  th em  a t all, 
you  kn ow  its  like
D . Its  24 hou rs  m ore, so n ext day th ey’re a ll d ifferent.
E. O u rs  is  Rehab , so they cou ld  b e in  for w eeks , m on ths
F. Tw o tota lly d ifferen t w a rds  a ren ’t they
E. I do like to go on their w a rd  b ecau se it is va ried , yea h  I do like to get u p  
there
D . It keeps  you  on  you r toes
C. See a t the m om ent, w e’ve on ly got the tw o a reas  th a t a re gen eric and 
h opefu lly b y the end o f the yea r the w hole hosp ita l w ill b e generic 
A. So you  see it as b ein g su ccess fu l then
C . Yeah , yea h
A. S econd  qu estion , w h a t do you  d is like a b ou t you r job ?
E. S ta ffin g levels , th ere’s never enou gh  o f u s, b u t th a t’s goin g to change 
w e’ve b een  told
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A. A n d  how  lon g have you  b een  told  tha t?
Lau gh s
E . W ell, it a ll seem s  to b e a  p rob lem  n ot b ein g ab le to get en ou gh  s ta ff 
togeth er, you  kn ow  like w e’ve got exam p les  com in g u p  th a t w e ca n ’t get 
overtim e w h en  w e need  it, you  kn ow  th a t’s the th in g
D . A n d  its  ha rd  on you r own, it is  hard 
A. So th a t’s the m a in  one.
E. Yea h  th a t’s the m a in  one
F. Yea h
E . A n d  rea lly you ’re doin g the dom estic side o f it m ore b eca u se you  h a ven ’t 
got the tim e to do the other job s , you ’re los in g ou t rea lly
F. Yea h
E. It cou ld  w ork  b etter w ith  m ore s ta ff
F. Th a t’s w h a t w e need
A. A n yth in g else you  d on ’t like?
D . N o n ot rea lly, I th ink  its  ju s t tha t
F. N o I th in k its ju s t that, b ecau se it does m ake it a  job  w h en  you ’re on a  
w a rd  on you r own  
E  S ta ffin g levels
F. C au se w e do two lots o f m ea ls , d on ’t w e in  a  m orn in g and  som etim es  girls  
a re left on  th eir ow n  cou ld  b e tw o or th ree days cou ld n ’t it...I m ea n  you  try to 
go dow n  and help, b u t its n ot a lw ays  fea s ib le is it
E . No, no
A. Right, erm ...h ow  sa tis fied  are you  w ith  the n u m b er and  va riety o f 
ta sk  in  you r job ? I th in k  w e ’ve covered  th a t h a ven ’t we.
E. Yea h  its  a lr igh t yea h
F. Yea h  its  no prob lem
A. A re you  a  lot m ore sa tis fied  than  b efore?
D . Yea h  yea h
F. It gives  you  tha t va riety doesn ’t it
E . Yea h  yea h
D . Yeah , you ’re not ju s t clea n in g are you  you ’re d oin g other th ings , it m akes  
it a  b it m ore in teresting, tim e goes  qu icker, yea h
C. N ot en ou gh  hou rs  in  the da y
D . No, th ere’s n ot enou gh  hou rs  is  there (lau ghs)
A. So do you  p refer b ein g  m u ltiskilled  than..
E  Yeah , defin itely 
D Yeah .
A. E rm , w h a t do you  th in k o f the Tru s t as an  em p loyer?
E . O h  th ey’re b rillia n t (sarcastic)
Lau gh s
A. W e w on ’t tell anyone
E . N o I th in k th ey’re b rillian t 
lau gh s
E . N o I th in k th ey’re good, th ey lis ten  to you  if you ’ve got a  p rob lem  th ey 
lis ten  to you .
A. H ave you  w orked  here a  lot o f yea rs?
E . E la in e’s longes t
D . W h y d ’you  a ll look  at m e?
Lau gh s
E . H ow  m a n y 15
D . 20.. you  can tell
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A. H ow  long..
F. I’ve b een  here 4 yea rs
E . 6, 6 and a  h a lf
C . I’ve b een  here 13 
A. w ow  
Lau gh s
A. So it ca n ’t b e too b ad  then  
All: No
C. W e’ve seen  a  lot o f changes  thou gh  h a ven ’t w e?
E . O h  yeah , defin itely
A. So w h y are you  sa tis fied  w ork in g for the Tru st, is  it...
E. Th ey do lis ten  to you , if you ’ve got a  grievance th ey are w illin g to lis ten  
and  if you ’re righ t th ey do a ll th ey can to pu t it r igh t for you , th ey do lis ten  
to you
A. So th ey’ve got p rocedu res  if you ’ve got a  com p la in t 
All: O h  yes , yea h
D . Th ey’re very good
A. A n d  th ey’re qu ite effective?
E . Yes , oh  yes
C . I th in k  th ey get m ore involved  n ow  as w ell, d on ’t w e?
F: Yea h  w ith  the m eetin gs
D . Yea h  m ore than  w e u sed  to
E. V ery approachab le, especia lly as w e are, I th in k there is  m ore, er 
com m u n ica tion s  like this  than  b efore
F. I m ea n  w e try to get a  m eetin g n ea rly every m onth , d on ’t w e
C . Yeah , yea h
A. Ju s t to keep  you  u pda ted  ab ou t th ings
C . Yea h  yea h  and..
F. A n d  if w e ’ve got any p rob lem s , then  w e can  sa y w h a t ou r p rob lem s  a re a t 
these m eetin gs
E . N ot a ll the tim e
D  N o n ot a ll the tim e 
Lau gh s
F. Yea h  b u t w e ca n  ca n ’t w e 
A. Is  it a  m eetin g o f a ll the ..
F. Its  a ll the generics , and M rs M athers , S u e ll b e there 
A. R igh t
D. Th ere’s n ot m a n y o f u s  is there, th ere’s a b ou t 12 a t the m om en t, a ll 
together, is  it 12 or 11, th ere’s som e in  the m orn in g and  a fternoon
C . Th ere’s 11
A. A re you  sa tis fied  w ork in g for you r m anager, I w on ’t say su pervisor
s ince you ’re here
Lau gh s
C . Yea h  yea h  w e ’re a lrigh t a ren ’t w e
E . yea h  erm
A. H ave you  had  a ny b ad  experiences  w ith  them  or..?
All. N o no
A. Th ey’re qu ite fa ir?
E: yea h  yeah , I m ean  peop le are d ifferen t, you  do get the odd  exception , you  
kn ow  ju s t ju s t try and avoid  them , d on ’t you  (lau ghs)
D . C om e on sp it it ou t, com e on
E. Its  Ros  N ewton , I ca n ’t stand  her
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All. La u gh s
D . You  d on ’t get on w ith  h er do you
E. You ’re n ot su pposed  to m en tion  nam es , no b u t s h e’s n ot n ice 
A. Is  she you r m anager?
E . S h e’s u n a pproa ch a b le
D . U n der B etty is n ’t she
C . Yeah , you  see I’ve got a  d ifferen t view  o f h er b eca u se I find  h er 
a pproachab le, yea h  its  ju s t the d ifferen t
D . I find  S u e b etter than  Ros
C . W ou ld  you
D. Yeah , yea h
E . I th in k  B etty is  b etter, you  kn ow  you  can  ta lk  to her, w h erea s  Ros  I ca n ’t, 
s h e’s a lw ays  look in g a t you  for another reason , you  know , I ’ve had  a  cou p le 
o f b ad  ru n  in s  w ith  her
D . You ’ve got qu estions  she ca n ’t answ er  h a ven ’t w e
E . M m m
A. So you ’d go to B etty if ra th er than  go to..
E. D efin itely, w ell go to Su e
B . Is  th is  person  you r d irect b oss?
C. Yes
A. An d  you  get on w ith  her?
C . Yes , I do actu a lly, yeah , its  ju s t d ifferen t w ith  others  is n ’t it
E. H m m , I’m  n ot keen  on h er 
La u gh s
F. Th ere’s n ot m a n y like h er thou gh  is  there
D . Th ey m igh t n ot adm it it thou gh  b u t
E. S h e’s s tand -offish
A. O kay, do you  feel apprecia ted  w ork in g for the Tru s t?
C . Yes
A. V a lu ed?
F. Yes
A. H ow  do th ey get tha t a cross? Is  it ju s t th a t there..
E. Th ey give u s  m ore m oney, they give u s  a  n ice little b on u s  b efore
C hris tm as
All: Yes , (lau ghs)
F: Yeah , it w a s  b a ck  pa ym ent
E. Th ey d id n ’t like it th ey w ere kickin g and  scream ing, b u t th ey gave u s  it 
F: It w a s  n ice
D. Yea h  it w a s  very very nice
F: Yea h  I m ea n  w h a t w e ’ve done to try and get it goin g b ecau se it w a s  very 
ha rd  w ork, w eren ’t it 
All. O h yeah , yea h
E . Th ere w a s  a  lot o f oppos ition  w h en  w e firs t s ta rted
A. W a s  th a t from  nu rses?
E . and porters
D . Porters
E . E veryb ody rea lly, b ecau se th ey th ou gh t w e w ere ta k in g their job s , you  
know
C. B u t its  b ecau se th ey d id n ’t u nders tand  th a t w e w eren ’t, its  a lrigh t n ow
B . D id an y o f the porters , w ere any o f th em  in teres ted  in  b ecom in g a  generic 
w orker?
All. No, no n ot them
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F. N o th ey’re dead  a ga in s t it
B . Th ey n ever are, I d on ’t kn ow  w hy?
F. Th ey d on ’t w a n t to clean  m a n y erm
E. Toilets , yea h
F. Yea h  toilets  to b e h ones t
C . I th in k  th ey w ere a  b it a fra id  tha t th ey m igh t have to p u t som e ru b b er 
gloves  on, and  w a lk  a rou nd
D. C ou ld  you  im agine ta k in g them  in  toilets?
Lau gh s
D : I m ea n  its  b ad  en ou gh  a t hom e
C  the actu a l w ork in g on the w ard, I m ean  is th a t w h y th ey d on ’t w a n t to
jo in  u s?
E. I d on ’t kn ow
E. I th in k th ey’re h a ppy in  their  own  little environm en t, I th in k  th a t’s it
F. I ca n ’t
E . W ell no a t the m om en t th ey’re ju s t d on ’t., th ey’re ju s t dead  a ga in s t it 
a ren ’t they, th ey d on ’t w a n t to jo in ?
F. Yea h
A. Is  it still b ein g offered  tha t you  can  b ecom e w a rd  a ss is ta n ts?
C, O h yes , w e’re ju s t rollin g the res t o f the w a rd s  ou t now , yea h  w ell b y the 
end o f Janu a ry, w e ’re hop in g to set C level u p a ren ’t w e, yea h  so everyon e’s 
en titled  to pu t their  app lica tions  in, its  open  to everyon e in  H otel S ervices, 
b u t w e d on ’t seem  to get the porters  thou gh  do w e
D . N o dea d  a ga in s t it
A. D o you r job s  cross  over in to their field  the porters?
F. W e do som e job s , you  know , su ch  as m ea ls , w e ’d have to b leep  th em  and- 
th ey’d have to b rin g u s  one, w here w e fetch  them  now , like I’ve got to go and 
fetch  som e m ed ica l record s  th ey’d b rin g em  over, everyth in g w e
D . Ta k in g  b lood
E. Yea h  th in gs  like that, or take pa tien ts  som ew here w e ca n  do it w h ere they 
had  to do it
A. Righ t
D . Th ere are one or tw o th in gs  th ey still do
A. D o you  have to get specia l tra in in g then  to be, to do som e o f the
E . I th in k  w e had  h a lf an h ou r d id n ’t w e 
Lau gh s
D . N o w e d id n ’t, you  w eren ’t here
E . I m is sed  it
F. D id n ’t w e have 30 hou rs
D . You  w ere on holida y
F. D id  B ria n  G ib b s  do 30 hou rs  b etw een  b egin n in g  to., w e had  a  fu ll w eek  
d id n ’t w e, som eth in g like 9 w h ile h a lf th ree fou r o ’clock  w eren ’t it?
E . Yea h  I th in k w e cou ld  do w ith  a  little b it m ore
D . B u t, you  lea rn  it as you  go a long, rea lly, I d on ’t th in k  it did u s  any good  
rea lly, do you
E. N o I th in k  it shou ld  be..
D . Learn  it as you  go a  long
E. S u ch  as pa tien t handling, I th in k w e had  ab ou t 3 hou rs  w a s  it
C . Its  n ot enou gh  rea lly, you  need  a  b it m ore, I th in k th a t’s w h ere it fa lls  
dow n
A. Is  th a t a b ou t liftin g them  and
E. Tra n s ferrin g pa tien ts  from  a  w h eelch a ir to a  cha ir, w ou ld n ’t da re do it,
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cau se as I sa id  w e had  a b ou t 3 hou rs , it ju s t w a s n ’t enou gh . You  kn ow  if you  
th in k  th eir good  a t tra n s ferrin g  then  you  11 have a  go, b u t you  ju s t d on ’ t feel 
sa fe
A. D o you  have to do th a t on you r ow n?
E. N o th ey d on ’t expect u s  to do b ecau se th ey kn ow  w e h a ven ’t had  enou gh  
tra in in g, b u t w e w ill if w e th ink w e’re good  enou gh  to do it
A. R igh t
C. W h a t a b ou t the im p lica tions  you  know  w ith  h a n d lin g p a tien ts?
E . Like I say w e ’ve had  3 hou rs  d id n ’t w e
F. M m m
B. W h a t ab ou t the N VQ  tra in ing, I noticed  a  cou p le o f you  w ea rin g N V Q  
b adges , w h a t have you  ga ined  ou t o f tha t?
D . Ru b b ish  (lau ghs)
C. I th in k  w e’ve a ll done it h a ven ’t w e
D. I’ve los t m e b adge, b u t I have done it
B . So w a s  it ju s t level 1
E. Yea h  it w a s  Level 1, b u t it w a s  a  b it o f an  in su lt, w e sh ou ld  have done 
Level 2 to s ta rt w ith
B . Is  there an y chance o f you  gettin g Level 2?
C. Yeah , w e hop ing, w e th in k  its  going to b e offered
E. Is it?
B . An d  w ill th a t be a  p rom otion  a ttached  to it or ju s t get the tra in in g
C . No, no ju s t the tra in in g
D . Th ere’s noth ing ,., th ere’s no incen tive a t a ll
F. You  d on ’t a ctu a lly get anyth ing ou t o f it
E. Th ere’s no extra  m on ey or a nyth ing 
A. H ow  lon g ’s the N VQ  cou rse?
C . It’s as  long as it takes  you  
A: O h righ t
E. Like er su ch  as m ys elf
D . W e w ere gu in ea  p igs  w eren ’t w e
E . W ith  delays  and s tu ff it w ere a  yea r, b ecau se w e d id n ’t kn ow  w h a t w e 
w ere d oin g and th ey d id n ’t know  w h a t th ey w ere doing, and  h ow  can  peop le 
show  you  w h a t to do w h en  they d on ’t kn ow  them selves , and  o f cou rse I had  
Ros N ew ton, w h o I ca n ’t stand  anyw ay, w ho w a s  m y assessor, so it took 
forever
All: Lau gh s
F: I m u s t a dm it m in e d id n ’t take as lon g as w h a t the oth er’s did
E. B ecau se th ey w ere the second  lot tha t w en t so th ey kn ew  w h a t th ey w ere 
d oin g
F. You  d id  a  lot o f w ritin g w h a t rea lly w a s n ’t n eces sa ry th ey sa id  d id n ’t th ey
E . M y folder w a s  this  th ick  for level 1, it w a s  rea lly s illy
A. W h a t sort o f th ings  does  th a t cover, N VQ ?
E . B ed  m aking, toilet clean ing 
A. You  have to w rite essays  on them ?
E: Yea h  (lau ghs)
C . Its  n ot necessa rily, I m ean  you  cou ld  choose h ow  you  w a n t to do you r 
w ork  ca n ’t you  you  d on ’t have to do a  lot o f w ritin g, you  d id  on the firs t 
cou p le o f m odu les
D . A s  firs t w e did, w e got no choice, s h e’d say th a t
C . B eca u se, yeah , cau se tha t w a s  H ea lth  and  S a fety w a s n ’t it, b u t d id n ’t 
rea lise th a t
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A: So Level 2 is  going to com e in?
C: H opefu lly yeah , hopefu lly, th ey’re going to go for Level 2, w e ’re still gettin g 
lad ies  th rou gh  on Level 1 
A: Righ t
D : W ith ou t a  b adge 
Lau gh s
D : I’ll w rite it in
C: B u t you  have to p a y for it b ecau se you  los t it 
Lau gh s
A. W h a t do you  th in k  m otiva tes  peop le to w ork  for th e Tru s t? Is  it 
pa tien t con ta ct or is  it th a t the Tru s t’s a  good em p loyer, secu re.
C. I th in k its  I th in k its
D . I th in k the in itia l th in g is  to get a  job , is n ’t it, and  I m ea n  to s tay here as 
lon g as  w e have, it m u s t b e som eth ing
A. Yea h
C . I th in k  its a lso good  b ecau se w e get like pa id  for  s ickn ess  and w e get good 
holidays  and  I th in k th a t’s got a  lot to do w ith  it as  w ell h a sn ’t it?
A. An d  th en  is  it the pa tien ts? O r does, I m ean  is  th a t ju s t a  p erk  o f the job ?
F. S om e can  b e a  perk  yeah .
A. O n ly som e?
Lau gh s
E . Its  b etter th an  w orkin g, like I u sed  to w ork  in  a  fa ctory, you  know , and  
you  m igh t as w ell have b een  like a  m on key d oin g the sam e job , w h ere th is  
you  need  to think, you  need  to th in k on you r feet, d on ’t you ? It m akes  you  
feel you ’re needed
A. Right, ha s  the Tru s t done a n yth in g  to im p rove you r job  
sa tis fa ction? Th a t you  kn ow  of?
C. W ell I th in k  b ecom in g generic 
All. M m m, th a t did  it, yea h  
F: Th ere w a s n ’t rea lly sa tis fa ction  b efore 
D : N o n ot rea lly
A: A n yth in g th a t they cou ld  do fu rth er to in crea se it?
E . A p a rt from  givin g u s  m ore m oney, w ell 
All. Lau gh s, w e ca n ’t have m ore m oney 
A: You  w ou ld n ’t kn ow  w h a t to do w ith  it!
E: Th ey ca n ’t give u s  anym ore 
E: M ore sta ff, defin itely 
A: M ore s ta ff
A: E rm, w h a t gets  you  o f b ed  in  the m orn in g to com e to w ork?
E: Loya lty, th a t’s w h a t it is, loya lty to you r team
F: You  feel as th ou gh  you ’re letting the others dow n  if you  d on ’t com e, I 
m ean  E la in e she cam e over C hris tm as  and rea lly she sh ou ld n ’t have b een  in  
D : I w a s  poorly
F: B u t you  feel as thou gh  you ’re letting som eb ody down , so you  com e w h ile 
you  ca n  and then  you  ju s t su dden ly drop d on ’t you  if you  d on ’t get any 
b etter
D: Yea h , cau se I knew  w e w ere short s ta ffed  a t C h ris tm as
C: Yea h  th ey’re a  good team  actu a lly
F: W e d on ’t like lettin g each  other dow n
All: N o w e d on ’t no
A: H ow  m a n y’s in  the team ?
C: W e’ve got 11 across  the day, b u t yea h  6 lad ies  in  the m orn in g team
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D . b u t a t w eeken d s  and b a n k  h olida ys  and th a t th ere’s on ly 4 in ’t the 
C: Yea h  b u t th a t yea h  b u t th a t..b a s ica lly th ere’s on ly 6 o f you  
D : Yea h  a ll together
C: Yea h  b u t you  d on ’t a ll w ork  togeth er a t the sa m e tim e 
D : N o
F: You  kn ow  w h en  w e can, w h en  w e ’re a llow ed , w e ’ll com e in  on u s  days  off, 
you  know , b u t a t the m om en t 
E: N o overtim e
C: Th ey’re very flexib le, very flexib le, a ren ’t you , th ey’re very good 
A: W a s  it qu ite b u sy over C hris tm as  then?
E: Q u ite?
Lau gh
E: Th ey got b u n k b eds  in  and..
D : Pu t them  on  corridors  on C2 
E: It w a s  closed  I th ink 
D : B ecau se it w a s  so fu ll 
E: C h ocka
A: W a s  it. Is  th a t a ll th e flu  th a t’s b een  goin g rou nd
E: yeah , yea h  the doctors  w ou ld  say save goin g  to h osp ita l ju s t ta k in g an 
a sp irin  or som eth in g w eren ’t they?
A: E rm , w h a t a spects  o f you r job  are m os t im porta n t to you ? A n d  w e’re 
goin g to p u t them  on the flip  chart.
F: Pa tien ts  a lw ays  com e firs t d on ’t they?
All: Yeah , m m  
A: Pa tien ts ...w h a t else
F: Y ou ’ve got to b e ab le to get on w ith  each  other 
D : Yea h  w ork in g as a  team
F: A s  a  team , and  w e’ve got to like m ou ld  together 
C: Yea h
D: H olidays  now  
Lau gh s
D : Th a t’s m os t im porta n t to m e (lau ghs) and I do th a t 5 a  yea r 
F: W e d on ’t rea lly h ave th a t m a n y incen tives
D: She seem s to get m ore than  a nyb ody else, and  w e d on ’t kn ow  w h y
A: H ow  m a n y days  do you  get a  yea r?
D: A b ou t 120 kn ow in g h er (lau ghs)
C: W e get 26 s ta tu tory and then  th ere’s b a n k holidays , and  it depen d s  on
you r service. I th in k  w e ’re a ll on fu ll in crem en t now , a ren ’t w e?
E: N o E la ine gets  m ore b ecau se sh e’s b een  here m ore yea rs , you  get m ore
d on ’t you , you  get ab ou t 28 d on ’t you
C: yea h  w ell I do, a fter 10 yea rs  you  get 28
E: I d on ’t get 28 days  yet
D : you  d on ’t, you  do su rprise m e? (Lau ghs)
F: W e’re w a tch in g you  th is  yea r
D : Yes  w e a re (lau ghs) w e ’re w ritin g them  dow n  a ren ’t w e M a rga ret 
F: W e are, ju s t d on ’t let ou t o f w ork  
A: W h a t else
C: G ive u s  the qu estion  again , w ill you
A: W h a t a spects  o f you r job  a re m os t im porta n t to you ?
E: I su ppose there is  job  sa tis faction  as w ell 
F: G ettin g pa id  
A: Th a t’s a lrigh t
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D: Pu t th a t top 
Lau gh s
A: W e can  order them  a fterw a rd s ....Is  it a  secu re em p loyer?
D : O h yea h
A: Is  th a t im portan t?
C: A s  lon g as you  you  kn ow  p la y a  part, then  th ey’re secu re 
A: A re you  m on itored  in  you r w ork, I m ean  
D : No, no w e’re not 
C: Yea h  
D : Are w e?
A: O oh  
Lau gh s
C: You  d id n ’t kn ow  th a t d id  you  
Lau gh s
A: W h a t like if som eth in g  d oesn ’t get done then  you  kn ow  w h o h a sn ’t done 
it? If som eone d oesn ’t pu ll their w eigh t then  
C: W ell
F: W e m on itor it d on ’t w e 
Lau gh s
D : W e do have a  m oan  d on ’t w e
E: W e do, w ell you  see w ith  u s  n ot seeing som e o f the girls  on ly w a y w e can 
get to th em  is th rou gh  Su e, b u t if w e ’re w ork in g w ith  th em  th en  w e m oan  at 
each  other, u su a lly w e th in k get los t w e’ll do it there anyw ay, and  w e do it 
a nyw a y
C: You ’re m on itored  in  other w a ys  as w ell m ind, clea n in g the w a rd  
All: M m m
C: yea h  clea n in g and th in gs  like th a t
E: C au se if th ey’re w a tch in g u s and th ey’re n ot d oin g their  job  p roperly th en  
I th in k
A: D o the pa tien ts  have any..a n y m oans 
All: O h  yes , som etim es , yes
D : W e have a  su rvey, give them  a  pa tien ts  su rvey w h a t w e take rou nd  every
so often  for them  to fill in, and  then  w e th rea ten  th em  if
Lau ghs
F: If th ey do tell u s  anyth ing, then  you  kn ow  w e pa ss  it on  to th e nu rse in  
cha rge and she you  kn ow  she..
E: Its  m a in ly the m ea ls  you  kn ow  th a t th ey m oan  ab ou t. Th ey th in k  th ey’ve 
com e to a  hotel
D : Its  n ot good  enou gh  for them  is  it, w h a tever you  give th em  
C: no
C: S om e are rea lly good  com m ents  thou gh , som e are grea t 
B : D o you  kn ow  h ow  you r com m ents  com pare from  you r w a rd s  to the 
com m ents  from  the non -generic w ards , a re you r com m ents  a n y b etter an y 
d ifferen t?
C: You  m ea n  from  the pa tien ts?
B : yes
C: W ell I th in k rea lly you ’d have to speak to Ros  N ew ton , b eca u se she does  
dea l w ith  a ll th e p a tien t su rveys , so I cou ld n ’t rea lly give you  a  clea r p ictu re 
o f
B : It’s n ot fed  b a ck  to you  
C: N o n ot u su a lly
E: O n ly w e get cha rts  d on ’t w e w here
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C: O h yes , w e ’ve got
E: W e’ve got one on the w a ll a t the m om en t, and w e are good  except for food  
a  b it low
C: Yea h  b u t th a t’s ju s t overa ll is n ’t it, does it go on w a rd?
E: It tells  every w a rd  o ff for each  indication, so every w a rd s  on it
C: O h  w ell, so th a t’s the on ly w a y w e get feedb a ck  from  th em  is n ’t it
E: I ’m  goin g to have go I’m  a fra id
A: O kay, th a n k you  very m u ch  for com ing
D : D on ’t forget to hand  those notes  in  for u s, thanks
E: N o ta lk in g ab ou t m e w h en  I’ve gone
La u ghs
C: She w a s  the one doin g m ost o f the ta lkin g 
A: E r..w h a t other a spects  are im portan t?
D : C om m u n ica tin g w ith  each  other I th ink 
F: Yea h  yeah , w ork in g as a  team  
A: Is  it..do you  get like p ride in  w h a t you  do, is th a t 
All. m m m
F: Yea h  cau se if you  d on ’t get a  job  done, you  w orry a b ou t it you  know , you  
sort o f th ink, ooh  you ’ve got to get tha t done
C: Yeah , I th in k the Tru s t as a  w h ole are in to goin g for these aw a rds  as w ell. 
A: Yea h
C: H ave you ., yea h  th ey go in .. w e ’ve ju s t got one 
D : W e’ve ju s t got one h a ven ’t we!
F: Yea h  a  K im b erly-C la rk  yeah , N a tion -w ide aw ard  for the b es t cleaned  
hosp ita l
D : W e got ou r p ictu re in  the paper
A: have you , oh very good
F: Yea h  as a  team , so w e ’ve w on  tha t
C: So th ey are in to th a t in  a  b ig w ay, going for aw a rds
A: W h a t did you  have to do for that, did th ey ju s t get an  in spector ou t
C: yea h  ju s t an in spector cam e and chose w here he w a n ted  to go so it w a s n ’t
actu a lly p re p repa red  you  know  he ju s t w a n ted  to go w h ere he w a n ted  to go
yea h  and w e cam e ou t tops  so it w as  w ell done to them , yea h  th ey d id  w ell
A: I know , have you  ju s t got C ha rter M ark?
C: Yea h  w e got C ha rter M a rk yea h
A: W e got a  C h ris tm as  ca rd  w ith  it on from  B rian  G ib b s  
Lau gh s
C: O h did  you , yea h  h e’s w on  everyth ing
C: E xcu se m e you  shou ld  have tha t on you r b adge as w ell
D : E eh  I know , no C ha rter M ark, no N VQ , I w a n t a  n ew  b adge
C: You  shou ld  have a  little sticker on it
D : I’ll d raw  one then
Lau gh s
A: R igh t
F: Investors  in  peop le and a ll th a t 
A: H a s th a t m a de an y difference?
F: W ell you  kn ow  you  have you r say, b ecau se you  h a ve you r in terview s  d on ’t 
you , I m ea n  as I say, you  do have m ore o f a  sa y in  w h a t h a ppen s  d on ’t you  
now , than  w e u sed  to 
C: yea h
A: H ow  do you ..is  th a t th rou gh  m eetings  
C: Yes
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A: A re there like su ggestion  schem es  is  tha t ju s t th rou gh  the m eetin g 
or is  there like a  su ggestion  b ox?
C: W ell w e ’re a lw ays  a sking for su ggestions  are they, I m ea n  the m eetin g w e 
had  the other day, B rian  G ib b s  he s tressed  on th a t d id n ’t he, anyone w h o’s 
got a ny ideas , pu t them  forw a rd
F: B u t if you ’ve got a  p rob lem  a t these m eetin gs  th a t’s you r cha nce to rea lly
d iscu ss  it and sort o f th rou gh  it a b ou t and try and  com e u p  w ith  a  solu tion,
you  kn ow  and  u su a lly 9 tim es  ou t o f 10 you  com e u p  w ith  solu tion , d on ’t we 
C: Th ey do lis ten  to you r ideas  as w ell 
D : yea h
A: If you  had  a  prob lem , w ou ld  you  go, I m ean  w h o w ou ld  you  go to?
F: Su e
A: If you  had  a  p rob lem  w ho w ou ld  you  go to?
C: Ros  N ew ton  
Lau gh s
F: Th a t’s th e p rocedu re you  see, if w e’ve got a  p rob lem  S u e’s ou r team  lea der 
so firs t o f a ll w e w ou ld  go to Su e, you  kn ow  if its  a b ou t the w a rd  and  then  
Su e, if she ca n ’t sort it ou t th en  she has to go on to h er im m ed ia te su perior, 
so it goes  like th a t till its  sorted  d oesn ’t it 
A: So is  it effective, does it sort it ou t?
F: M m  I th in k  so yea h  
D : M m m  
A: Q u ite good
F: I d on ’t th in k  w e ’ve had  anyth ing w e h a ven ’t b een  ab le to sort ou t have w e
D: E xcept u s  m oa n in g
La u gh s
B : D o you r ideas  get m ore lis tened  to than  colleagu es  on  th e non  m u ltiskilled  
w a rd s  or is it even  across  the d irectora te?
C: A t the m om en t w e a ll tend  to go to the sam e m eetin gs  d on ’t w e, I m ea n  w e 
dot have a  m eetin g generic w ise 
D : Yea h
C: W ith  B etty d on ’t w e, b u t the oth er m eetin gs  w e ju s t gen era lly a ll go d on ’t 
w e
F: M m m
A: W h a t like Tru s t w ide m eetings
C: Yeah , like one the other day w a s  for a ll H otel S ervices  w a s n ’t it, m m  
D: I th in k it w a s  good  th a t m eetin g 
C: Yea h  very good
A: So at these m eetings  do they tell you  w h a t’s b een  goin g on, and  you  can  
m oan  a t them ?
D: Yea h  (lau ghs) w e m oan  a t them
F: W e a lso have a  report th a t’s from  the m anagem en t, th a t’s rea d  ou t to u s  
every m onth  
C: Yea h  a  team  b r ief
F: and  a  copy is  left in  ou r cu pb oard , so you  ca n  look  a t it if you  w eren ’t 
th ere and th a t covers  everyth ing you  kn ow  from  m a n a gem en t righ t dow n  to 
...th ey tell u s  everyth in g d on ’ they financia l pos ition  
A: and do you  have tra in in g opportu n ities , I m ea n  th is  N VQ  th a t you ’ve 
done w a s  th a t told  to you  ab ou t in  a  m eeting, I m ea n  w ere you  told  
a b ou t it in  the m eetin g 
D : Yea h
F: Yea h  and then  ju s t b efore you  sta rted  to a ctu a lly do it, w e h a d  a n oth er
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m eetin g you  know , to show  you  how  it w a s  m ore or less  w a n tin g to b e la id  
ou t, you  w ere ju s t sa id  h ere’s a  b ook  go and do it.
C: W e have s ta ff a ppra isa ls  as w ell, w here the lad ies  say if th ey w a n t any 
tra in in g or anyth ing, th a t’s once a  yea r, is n ’t it, so th ey can s tress  their 
view s  on w h a t th ey w a n t to do, or h ow  you  w a n t to go forw a rd  on  th a t ca n ’t 
you ?
D: M m m  
F: Yea h
A: W a s  the tra in ing, N VQ  op tiona l? You  d id n ’t h ave to do it?
D : N o you  d id n ’t h a ve to do it
F: N ot if you  d id n ’t w a n t to..I th in k th ey’d like everyb ody to do it 
C: Yea h  b u t th ere’s no pressu re thou gh
F: N o you  th ere’s no pressu re you  know  you ’ve got to do it sort o f th ing, its 
en tirely u p  to the in d ividu a l if th ey w a n t to do it 
B : So w h a t’s in  it for you  b y d oin g it?
D : N oth ing 
La u gh s
C :Its  ju s t a  qu a lifica tion  you  know , everyon e’s got th eir qu a lifica tion , its a  
C ity &  G u ilds, so th ey ta ke th a t qu a lifica tion  w ith  them  w h erever th ey go 
D : You  d on ’t get anyth in g extra
F: W e d id n ’t get anyth in g actu a lly extra  for d oin g it, w e d id n ’t get 
D : N o n oth in g no
F: You  kn ow  w e ju s t got a  b adge and a  certifica te and  th a t w a s  it rea lly 
w a s n ’t it, I m ean
A: B u t are you  glad  th a t th ey did  it?
F: Yea h  I th in k  w h en  you  com e to a ctu a lly w ritin g it dow n, you  tend to sort 
o f th in k oh yes , you  see it a s a  d ifferen t ou tlook to everyd a y w h ere you  ju s t 
go and do it au tom atica lly, w h en  you , you  kn ow  you  rea lise w h y you ’re doin g 
these things, you  know , if you  get com p la cen t you  th in k  
A: An d  shou ld  you  leave then  you  have got tha t to p rove you  can  do it 
D : Its  n ot rea lly an y good  to u s  here as su ch, I th in k it is  if you  go off 
som ew here else
F: I th in k its  like An n  sa id  w e shou ld  have gone on to Level 2 s tra igh t aw ay, 
b ecau se Level 1 is  w h a t w e do every day 
D : Ju s t w ritin g it dow n  isn ’t it
F: Its  ju s t a  m a tter o f w ritin g it dow n, its  too sim p le
B : D o you  th in k anyone w ou ld  frow n  on peop le w h o d id n ’t ta ke the N V Q ? 
W ou ld  th ey b e pena lised  in  any w a y?
C: No, no, th ey sh ou ldn ’t be
F: N o n ob od y’s done anyth in g like tha t to an yb ody ha ve they, b eca u se th ey 
do th eir job  equ a lly as w ell as w h a t w e do ou rs, its  ju s t th e in d ivid u a l’s 
option s  it th ey w a n t to do it th ey can take it u p
C: Its  like w h en  you  app lied, w h en  w e’ve had  la d ies  th a t app lied  th a t d id n ’t 
h ave th eir N VQ  and lad ies  a pp ly tha t did 
F: I d id n ’t
C: B u t it d id n ’t m ake any d ifference, w e still got a  m ixtu re o f la d ies  th a t got 
the job s , som e w ith  N VQ s som e w ith ou t
F: I m ea n  w hen  I app lied  for it I w as  on ly on R elief I h a d n ’t a ctu a lly got a  
fu ll- tim e job  as su ch  I w a s  ju s t in  the m orn in g I’d com e and  go in to a  room  
and  told  w h a t w a rd  I ’d have to b e on th a t m orn ing, w h erea s  n ow  I ’ve got a  
p erm a n en t w a rd  and I know  w h ere I ’m  goin g and w h a t I ’m  d oin g every da y 
A: A re you  perm a n en t m em b ers  o f sta ff?
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All: yea h
D : I d on ’t th in k  it a lters  you  the N VQ , I m ean  I’ve got it and  M ichelle h a sn ’t 
and  w e b oth  go for job s  and she m igh t get it m ore th an  me, so rea lly it 
d oesn ’t, rea lly it d oesn ’t get you  the job , does it?
C: No, no a t the m om en t its  n ot m a k in g a n y d ifference is  it 
D : I m ea n  th a t’s w h a t its  su pposed  to be for isn ’t it, its  a n oth er qu a lifica tion? 
A n d  she m igh t get it and I w ou ld n ’t so w h a t have I done it for? D ’you  know  
w h a t I m ean  
C: No, no.
A: D id  it take m u ch  ou t of, m u ch  tim e to do it 
D : W ell ou rs  did, it took  u s  a  yea r 
A: Right, w a s  it a  lot o f extra  effort to do it?
D : Yea h , did  a  lot a t hom e, n ot h a rd  w ork  b u t it w a s  tim e consu m in g, like I 
s a y w e did a  lot o f w ritin g
C: I d on ’t kn ow  w h a t you  do to get you r Level 2 
D : I know
F: M in e w a s  com p rehens ive than  you rs  b ecau se 
D : W ell you rs  w as
F: B ecau se th ey kn ew  then  th a t th ey h ad  done too m u ch  you  kn ow  w h en  the 
a s sessor cam e a t the end, you  kn ow  he sa id  w e d id n ’t rea lly n eed  to have 
done th a t m u ch  w riting, th ey cou ld  have condensed  certa in  area s. A s  lon g as 
you  kn ew  w h a t you  w ere pu ttin g dow n  and  it w a s  r igh t it d id n ’t m a tter, you  
d id n ’t have to have 3 or 4 pages  fu ll o f it, you  cou ld  have p u t it a ll on  one 
page as lon g as you  got dow n  w h a t you  w a n ted  to sa y
D: I d on ’t th in k its  going to help  m e get another job  is  it, you  kn ow  b ecau se 
M ichelle h a sn ’t done it, and  I done it 
C: I d on ’t know
D: B ecau se th ere’s no w a y sh e’s going to do it is  she, s h e’s determ in ed  not 
goin g to do it
C: Yeah , yeah . I th in k w e w ou ld  like everyone to do it b u t it is  optiona l. I 
m ea n  a t the m om en t I ’m tra in ing  to b e an a ssessor, you  kn ow  goin g on  th a t 
extra  stage, b u t I d id n ’t have to if I d id n ’t w a n t to 
A: So b efore the N VQ  w h a t tra in in g w as  ava ilab le for you  then? W ere 
th ere tra in in g schem es , tha t you  d id n ’t get a  qu a lifica tion  a t the end, 
b u t th ere w a s  ongoing  tra in in g sort o f th ing?
C: Th ere’s Fire, th a t’s regu la r and there is  m a n u a l hand lin g, food  hyg iene.
F: A n d  w h en  you  firs t s ta rt you  get a  indu ction  w ith  er Ros  N ew ton  th a t did 
m ine, and  it w a s  a lrigh t you  know . An d  I m ea n  w h en  you  firs t s ta rt th ey 
com e rou nd  and th ey m ake su re tha t you ’re a lrigh t and  everyth in g, you  
kn ow
C: A n d  the girls  a re good, you  kn ow  th e girls  w h en  you  firs t s ta rt th a t’s 
w a rd s  you  go on th ey you  kn ow  m ake su re th a t you  do a lrigh t, you  kn ow  if 
th ey see you  doing anyth in g w rong, th ey’ll sa y ooh  no you  d on ’t do th a t you  
do it b y th is
F: N ob od y lets  a nyb ody dow n  sort o f th ing, they try and
C: B u t a t the b egin n in g o f th is  job , you  d id  have 30 h ou rs  d id n ’t you
F: Yeah , w e had  a  fu ll w eek
C: W h ich  covered  you r b a s ic hygiene certifica te and  th ings  like th a t 
A: So do you  get any tra in ing now , like ongoin g  tra in in g 
F  I th in k w e have to have another hygiene one soon, h a ven ’t w e Su e 
C: E very yea r, w e have food  hygiene, m a nu a l h a n d lin g 
D : A n d  Fire w e have every yea r
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A: Is  th a t n ew  s tu ff or is  tha t ju s t repea ted , d ru m m ing it in to you
G: Its  ju s t repea tin g it every yea r
F: Yea h  in s tillin g  it, so you  h a ven ’t forgotten  it
A: You  sa id  b efore th a t w h en  you  sta rted  b ein g w a rd  ass is tan ts  th ere 
w ere som e friction  b etw een  you  and the nu rses, w h a t w ere th ey a fra id  
of?
F: I th in k it w a s  b ecau se they d id n ’t actu a lly kn ow  w h a t w e cou ld  do and  
w h a t w e cou ldn ’t do w eren ’t it, th ey w ere a sk in g u s  to do th in gs  th a t w e 
cou ld n ’t a ctu a lly do, erm
C: I m ean  I w a s n ’t here righ t a t the b egin n in g so I d on ’t kn ow  w h a t p rob lem s  
you  w en t th rou gh  rea lly
F: I th in k th ey th ou gh t w e cou ld  do one or tw o o f their  job s , you  kn ow  a  b it 
m ore w ith  the pa tien ts  w herea s  w e w eren ’t a llow ed  b eca u se w e h a d n ’t had  
th e tra in ing, as w h a t th ey’ve had, w eren ’t it 
D : I m ea n  I th in k it w a s  m a in ly the porters  I th ou gh t 
F: I m ea n  the porters  w ere the ones  tha t w ere rea lly
D: W e rea lly w en  th rou gh  som e s tick  d id n ’t w e in  th a t firs t yea r, yea h  o ff 
everyb ody, b ecau se som e expected  to get a  job  and  d id n ’t, and w e got job s  
som eb ody els e expected , so w e got it in  the neck, d id n ’t w e, you  kn ow  w e 
shou ld  have got th a t and everyth ing
A: So w ere the porters  ju s t a  b it m oody w ith  you ? or w ere they..
D : Th ey w ere a  lot m oody, I live w ith  one o f th em  so 24 h ou rs  a  day, 7 days  a  
w eek
F: E la in e u n fortu n a tely did  get a  lot o f it
D : Yea h  in  a t the deep  end  d id n ’t I, and I still do
A: W h a t are th ey still like that, porters? A re the nu rses  have th ey
com e rou nd?
D: Yea h  nu rses  a ren ’t too b ad are they?
F: N o I th in k th ey apprecia te w h a t w e do.
D: I m ean  w e’ve still got ou r clean ing to do, so w e d on ’t rea lly do a  lot o f their 
w ork, w e do m ake the b eds, b u t w e’ve still got a ll th e clea n in g to do, so w e ’re 
n ot ta k in g  th eir  job s  are w e
F: I m ea n  w e take pa tien ts  to clin ics , b u t if th a t p a tien t is n ’t w ell or need s  a  
nu rse w ith  them, w e don 't take them, you  know , if w e th in k a  p a tien t’s n ot 
w ell enou gh  to go then  w e can  say th ey’re n ot w ell enou gh  to go, then  a  
nu rse has  to go 
A: Right, and the nu rse
F: S ta ys  w ith  them , b ecau se w e ca n ’t s tay w ith  th em  you  see, w e ’re n ot 
a llow ed  to stay
A: So, d id  you  drop  som e o f you r dom estic du ties  w h en  you  b eca m e 
w a rd  ass is tan ts?
All: No
A: So everyth in g else tha t you  do is  on top o f w h a t you
C: I th in k  w h a t ha s  changed  n ow  is tha t it is m ea n t to b e sp read  across  the
day, I m ea n  b efore w e had  a  sh ift th a t w a s  sp read  from  h a lf p a s t seven  till
h a lf p a s t one, then  w e d id n ’t have anyone com in g on  u n til 5 a t n ight, b u t
n ow  w e have a  team  tha t com es  on 2 till h a lf p a s t s ix and  on the generic
w a rd s  the clea n in g is  su pposed  to be spread  across  the da y and
D: B u t it is n ’t, you  get in  and  do it a ll in  the m orn in g
C: Th e do, b as ica lly, do the hea vies t pa rt in the m orn in g b eca u se in  the
a fternoon  w e ’ve got vis itors  com in g in  so m os t o f the w ork  is  done, th e h ea vy
w ork  rea lly
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F: Yea h  w e get the scru b b ing the floor 
C: Yea h  it is  the h ea vies t
F: In  the m orn ing, b u t ob viou s ly w h en  w e’re doin g th a t th ere’s p rob a b ly 
som e a rea s  w h a t you ’ve n ot b een  ab le to get into, so w e’ve got a  b ook  and  w e 
w rite dow n  w h a t w e w a n t the a fternoon  s ta ff to do, b u t n ot a lw ays  does it get 
done 
Lau gh
F: Its  n ot b ad  on the w ards , b u t som etim es  w e get a  m essa ge sa yin g th ey 
h a ven ’t b een  ab le to do it and  then  tha t m eans  w e ’ve got to b e ab le to try and 
get th a t pu lled  b a ck  in w h en  w e com e in  in  the m orn in g . I m ea n  som etim es  
it w orks  I’m  n ot saying its  a ll the tim e som etim es  it w orks , bu t..
A: So do you  have the opportu n ity to com m u n ica te w ith  th e a fternoon  
s ta ff?
D : W e d on ’t see them
F: N o w e d on ’t a ctu a lly see them
C: Th rou gh  me, I u su a lly try and cover b oth  sh ifts
F: I m ea n  if th ere’s an y specia l clea n in g  th a t n eeds  doing, you  kn ow  b ecau se 
o f an in fection  or som eth ing then  w e ll p u t it in  th is  b ook  w e w rite dow n 
w h a t the clea n in g is  tha t w e w a n t to do and w h a t a rea  it is and everyth in g 
and  if w e ’ve had  to p u t a n y specia l clea n in g  m a teria ls  a n yw here w e tell th em  
w h ere th ey are.
A: An d  th a t’s fa irly effective?
F: I th in k as rega rd in g in fections  and th ings, th ey are good  a ren ’t they. Its  
ju s t w h en  w e leave an area , like yes terday, th ey cou ld n ’t get to it cou ld  th ey 
D : Its  a  good  idea  thou gh , tha t b ook  isn ’t it 
F: It is  yes
C: Yea h  it w orks  very w ell on C level
D : B ecau se w e leave ab ou t five to tw o and th ey com e on  a t tw o so w e d on ’t 
actu a lly see them , so w e ju s t w rite it dow n  d on ’t w e
F: Th ey u su a lly w rite dow n  or tick  it if th ey’ve done it or if th ey h a ven ’t b een  
ab le to do it, and  th ey u su a lly pu t a  reason  w h y th ey h a ven ’t b een  ab le to do 
it and  then  if th ey’ve done it then  they ju s t w rite done 
A: D o th ey leave m essages  for you ?
All: yea h  (lau gh)
F: Its  ou r w a y o f com m u n ica tin g w ith  them  
D : Yea h  ‘cau se w e d on ’t see them  do w e 
F: N o
A: C an  w e order them  into w h a t’s m os t im porta n t to you  
B : W h a t’s nu m b er one 
D: Pa tien ts
F: Yea h  I a lw ays  say pa tien ts  com e firs t no m a tter w h a t 
A: S econd
D: Job  sa tis fa ction  d ’you  th ink?
F: Yea h
F: A n d  you ’ve got to w ork  as a  team  or you ’re n ot goin g to get a n yth in g done 
are you  
D : N o 
C :N o
D : Pride in  you r job  
F: yea h
D : H olidays  and getting pa id  
All: Lau gh
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B : W h a t ab ou t job  secu rity or Investors  in  peop le, or an y oth ers?
D : I d on ’t kn ow  rea lly, I th in k job  secu rity and then  
F: Yea h
D : Inves tors  in  Peop le can  com e la st 
B : R igh t
A: Is  there anyth in g else th a t w e h a ven ’t covered  th a t you  w ou ld  like to say 
or in  term s  o f you r job  sa tis fa ction?
D : If w e ’d had  m ore notice I ’d have w ritten  a  lis t 
Lau gh s
D : N o n oth in g rea lly 
A: O r job  d issa tis fa ction
D : Yea h  goin g ou ts ide w h en  its  cold  and ra in ing, fetch in g  these m ed ica l 
record s  every day
A: So you ’d p refer to leave tha t to the porters?
D : Yeah , cau se th ey’ve got a  little va n  to go in  h a ven ’t they, th ey go in  a  little
van , th ey d on ’t get w et. It su ch  a  long, I m ean  its dow n  here a nd  I w ork  righ t
a t the oth er end, ab ou t 10 m inu tes  a w ay
A: W e w en t to find  the res ta u ra n t and w a lked  a ll th e w a y rou nd  the road, 
and  it took  ages
D: Yea h  its  a b ou t as fa r as I have to com e 
C: Yea h  its  b igger than  you  th in k isn ’t it
A: D id n ’t da re to cu t th rou gh  anyw here in  case w e got com p letely los t 
Lau gh s
F: I th in k on the w hole th ou gh  w ith  it b een  C2 an a dm is s ions  w a rd , you  do 
get it a  b it rou gh er than  w h a t w e do 
D : Yea h
F: Yea h  a  lot rou gher, I m ean  you ’ve got pa tien ts  com in g in, you  cou ld  have 
5 or 6 a ll in  20 m inu tes
D: I can  go 10 tim es  in  the m orning, I go every qu a rter o f an hou r. I ju s t get 
b a ck  and th ere’s som e more, and th ere’s pa tien ts  com in g in  a ll th e tim e.
A : W ell it keeps  you  fit 
D : O h yes :
F: S om e days  w e m igh t not get a  ru n
D: I u se the lift, even  if its  one floor I u se the lift
C: Th ey a lw ays  have to b e taken  s tra igh t a w a y as w ell d on ’t th ey b eca u se 
th ey w a n t them  as qu ick as poss ib le. Its  n ot like you  can lea ve u n til su ch  
and su ch  and  tim e is  it 
D : N o you  ca n ’t
C: Its  got to got there and then  h a sn ’t it 
D : M m m
A: A re th ey in trodu cin g an y sort o f system s  w h ere you  ca n  rin g th em  u p  and 
th ey can  send  you  kn ow  b y ca rrier p igeon  or som eth in g? O r have th ey got 
th ose pn eu m a tic tu b es?
C: Yea h  I w a s  goin g  to say 
F: W e cou ld  do w ith  them  
C: I’ve seen  hosp ita ls  th a t have got them  yea h  
D: W h a t’s tha t?
C: Th ey’ve got the tu b ing and th ey pu t the specim en  in  th e tu b e and  it goes
th rou gh  th e tu b in g
D: O h right, th a t’s a  good  idea  isn ’t it
F: It’s in  su perm a rkets  isn ’t it
C: yea h  for the cash
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D: O h I’ve seen  them
C: I m ean  its  an  old  idea  rea lly, th ey had  it yea rs  ago a t the co-op  w a s  it? 
A: So is  there a n yth in g else?
A: D o you  en joy you r job  as a  su pervisor?
C: Yes  I do actu a lly
A: W ere you  a  d om estic and  w orker you r w a y u p?
C: Yes , I’ve on ly done th is  for 6 m onth s , yes  I did  
A: Is  it com p letely d ifferen t to
C: Yes , its  very cha llenging, b u t th a t’s w h a t I like a b ou t it
F: I th in k once you  do like you ’ve done it Su e w h en  you ’ve b een  an  actu a l
d om estic and  you ’ve b ecom e a  su pervisor, you  see b oth  sides
A: You  kn ow  w h a t its  like
F: Yea h
C: Th a t’s n orm a lly h ow  its  done thou gh. I like it very m u ch  I d on ’t m in d
b ein g  m oaned  at
Lau gh s
F: Its  n ot every d a y Su e, w e let you  have a  cou p le o f days  o ff 
La u ghs
C: Th ey’re a  good  team
D: W e’re n ot b ad  are w e
F: W e gru m b le b u t w e get on w ith  it
D : yea h  have a  little m oan. E veryb ody gets  on
A: O kay, th a n k you  very m u ch  for com ing. W h a t h a ve you  got to do now ? 
F: W h a t tim e is it? 11 o ’clock 
D : B rea k 
Lau gh
1. Pa tien ts
2. Job  S a tis fa ction
3. Tea m  w ork
4. Pride in  Job
5. H olidays
6 . G ettin g pa id
7. Job  secu rity
8 . Investors  in  Peop le
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T R UST  B - DA R L INGT ON M EM OR IA L  H OSP IT A L  
F R IDA Y  15 J A NUA R Y  1999
P r e s e n t : Lou is e (A)
Liz (B)
Jea n  (C)
Jillia n  (D )
A: So, m y firs t qu estion  is  w h a t do you  like ab ou t you r job ?
D : E rm , w ell in itia lly the rea son  I app lied  for it w a s  the va riety o f th in gs  th a t 
w a s  in volved , b ecau se I ’m  in volved  w ith  like the clerica l office s id e o f th in gs  
and  b a s ica lly w ell you ’re n ot given  a  defined  job  to do, you  a ll like m ix in  and 
you  do everyth in g in volved  w ith  like the clerica l s ide o f th ings , so you ’re like 
told  to give one job  th a t’s you r job  you ’re doin g it, you r  given  a  va riety o f 
ta sks  so like you ’re in volved  w ith  the w h ole a spects  ru n n in g b a s ica lly the 
ru n n in g o f th e a ctu a lly departm en t, erm  
A: So er w h a t’s you r job  title?
D : W ell its  ju s t clerica l officer, erm  its  ju s t pa rt- tim e 16 h ou rs  a  w eek  rea lly 
to fit in  w ith  fa m ily side o f th in gs  b ecau se I on ly w a n ted  som eth in g like pa rttim e 
A: So how  lon g have you  b een  here?
D : S ince the b egin n in g o f N ovem b er 
A: R igh t
A: W h a t ab ou t you rself?
C: S am e w ith  m e rea lly its  d ifferen t rea lly I u sed  to w ork  h ere a  lot o f yea rs  
ago, its  d ifferen t now , w ere b efore you  u sed  to be on one job , every w eek  you  
get p u t on d ifferen t job s  now  so its  a  lot b etter 
A: You  like
C: B ecau se you ’re not s tand in g in  one p la ce a ll the tim e 
B : So w h a t do you  do?
C: I w ork  in  the C PU  like sandw iches , sea ling, p icking, m ak ing..
A: Right, w h a t’s C PU ?
B: C en tra l Produ ction  U n it 
A: Right, lau gh s
C: E h you  pu t m e on the spot there
B : Th a t’s w h a t ru n s  the cook-ch ill sys tem
A: Right, okay
C: Th a t’s a  posh  nam e for it
A: Lau gh s ..and  how  long  h ave you  w orked  here?
C: I’ve b een  b a ck  s ince O ctober, b u t its a ll changed  s in ce I la s t w orked  here 
like
B : H ow  lon g w ere you  a w ay for?
C: O oh  it’ll be ab ou t 11 yea r now
A: D o you  dea l w ith  pa tien ts  m u ch  then?
C: W ell I have done, I’ve b een  on the w a rd s  on overtim e on  a  n igh t 
A: Yea h
D : I have no dea lings  a t a ll w ith  pa tien ts , ju s t w ith  the actu a lly like you  have 
to rin g the hosp ita ls  for the er like the psych ia tric w a rd s  and  the nu rses  for 
the ven u es  for the next day and th ings  like that, b u t th a t’s a b ou t it 
A: R igh t
A: So you  like the va riety in you r job , th a t’s w h a t you  m a in ly like 
C: M m m  
D: H u  hu
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A: So , w h a t do you  d is like ab ou t you r job ?
D : E rm , I ca n ’t sa y th ere’s actu a lly, erm , I m ean  the m a in  p rob lem  w a s  the 
com pu ter system , b u t like w e ’re getting actu a lly a  n ew  system  in I th ink, to 
rep lace it, it w a s  very erm  like shou ld  I say la b oriou s , it w a s n ’t very 
com pu ter friend ly, erm  you  h aving to like very repetitive, d oin g th in gs  over 
and  over aga in , doin g the sam e th ings  over and over aga in, b u t er w e ’re 
gettin g a  n ew  sys tem  in  so I m ea n  a t the m om en t w e ’re goin g to b e er doin g 
everyth in g b y hand , its  a ll m a nu a l till w e get the n ew  sys tem  in, so th a t’ll b e 
fu n
A: Yes , lau gh s
D : So a sk  m e aga in  a fter that, and I m igh t give you  a  d ifferen t a n sw er 
A: W h a t a b ou t you ?
C: M e the pan  w ash , oh (lau ghs)
Lau ghs
A: Is  th a t every da y or a  few  tim es..
C: No, I’ve ju s t b een  on it once th is  w eek, depend s  w h en  you  get p u t on  it 
you  see. It is  h a rder for a  w om a n  on the pan  w a sh  th a n  it is  for a  m a n  
actu ally.
A: So th ey shou ld  give it a ll to the m en  then  
Lau gh s
C: O h  defin itely
A: C ou ld  you  get p u t on th a t for a  w ho le sh ift?
C: O h yes , som etim es  you  can  go on for a  w eek, yeah , b u t its like the sinks 
are like h igh  and w ith  m e b ein g sm a ll so it gets  like you r b ack, b u t th a t’s 
gettin g , th a t’s getting looked  in  to 
A: Righ t
A: So you  get on w ith  like su pervisors, m anagers  
C: O h yes  w ell I kn ow  them  a ll so 
A: Th ey’re a lrigh t 
D : M m m  yea h
A: An d  er, w h a t abou t, do you  d is like you r pay, you r ra te o f p a y
D: E rm  I d on ’t th in k  it rea lly com es  in to it. I d id  it m a in ly b eca u se er it w a s
h a n dy for w here I lived and cau se I can w a lk  to w ork  and w otknot, and  I
mean , p a y d id n ’t as su ch  com e in to it rea lly it w a s  som ew here to com e ou t to
like d ifferen t environm ent and  er it w a s  rea lly the h a n d in ess  o f it th a t like
m ade me com e for the job  m ore than  anyth in g else
A: W h a t ab ou t you
C: O h  I’d like to b e pa id  w eek ly aga in
A: Is  it
C: Yea h  its  m on th ly pay 
A: So
C: W ell you  ca n ’t spend  w h a t you  w a n t to can  you  rea lly
A: No
Lau gh s
C: B ecau se I like to spend
A: An d  you r hou rs  o f w ork  are a lrigh t, are you  fu ll
C: Yeah , I ’m  Fu ll-Tim e 39 hou rs  a  w eek
A: Right, and then  can you  get overtim e a fter th a t?
C: Yes , I can  go on the w a rd s  on the n ight
A: Yeah , and do you  get w h a t in crem en t is  it, w h a t h ow  m u ch  m ore?
C: Tim e and a  h a lf 
A: Yea h
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C: Yea h  a fter 39 hou rs
A: Right, erm  m y n ext qu estion  w a s  h ow  sa tis fied  are you  w ith  the 
n u m b er o f ta sks  th a t are in  you r job  and the va riety, b u t you  like it 
D : Yea h
A: D o you  like it?
C: O h  yeah , w ell you ’re doin g som eth ing  d ifferen t every w eek  
D : It keeps  you  in teres ted  I th in k and then  you ’re er like you ’re n ot s tu ck 
like if like som eb ody’s o ff or ill or you  a ctu a lly kn ow  it ra th er th a n  b ein g 
s tu ck to the one ta sk  w h ere and you  d on ’t know  th a t job  very w ell you ’ve 
b een  d oin g  a ll those job s  so you ’re like p retty in form a tive o f w h a t everyth in g 
th a t’s goin g on in  the office so it like helps  you  a  lot to u n ders ta n d  
everyth in g th a t’s going on.
A: W h a t ab ou t w h en  you  w orked  here b efore, w ere you  doin g a  s im ila r sort o f 
jo b .. 11 yea rs  ago?
C: W ell m a in ly it w a s  m a kin g sa ndw iches  th a t w a s  ou r job , th a t w a s  ou r 
on ly job , b u t n ow  you  do like everyth in g n ow  like one w eek  you  cou ld  b e on 
the sandw iches  n ext w eek  you  cou ld  be on the sea lin g follow in g w eek  you  
cou ld  b e on  p ick in g or the pan  w ash , so it is  a  lot d ifferen t n ow  
A: A  lot b etter  n ow ?
C: N o I th in k  its  a  lot h a rder a ctu a lly 
A: is  it 
C: Yea h
A: W h a t b ecau se you ’ve got so m a n y ta sks to do?
C: N o its n ot tha t, see now  th ere’s chefs  you  p rep  everyth in g  u p  for them , 
w h ere w e u sed  to, yea rs  ago w e d id n ’t so its  a ll d ifferen t for m e you  kn ow  
A: R igh t
C: Its  the pan  w a sh  for me 
A: Th a t’s the w ors t 
Lau gh s
C: Th a t one, the oth ers  are grea t they d on ’t b oth er me
A: Y ou ’ve got som e w a rd  a ss is tan ts  at the hosp ita l, have you ? M r D odd s  sa id 
th ey did d id n ’t he? H ou sekeep ing 
B : H ou sekeepers
A: H ou sekeepers , w h ere they do a  va riety o f ta sks  a t once, you  kn ow  like 
th ey do m in or h a n d iw ork  w ith  pa tien ts  or th ey change lightb u lb s , th ey do a  
b it o f portering, a  b it o f ca tering ..no?
C: No 
D : No
D : B ecau se w e ’ve ju s t got the trolley, like the girls  th a t go u p w ith  the
trolleys  b a s ica lly h a ven ’t they, th a t’s a ll w e ’ve got as su ch
C: Th ere is u psta irs , these peop le u psta irs  isn ’t th ere on th e w a rds , ‘ca u se
w h en  I go u p  on the n igh t on the even ing righ t I see peop le u p  th en  and  I
th in k  w h o are th em  and  I th ink they sit and ta lk  to peop le and  everyth in g
and  help  th em  ou t, b u t I th in k th a t’s on the w a rds
A: So th a t’s righ t
D : S epa ra te to th e ca terin g
C: if I’m  on the righ t th ings
A: So
C: Th ey’ve got a  b adge and  th a t on, I’ve n ever  b een  u p  on the w a rd s  for 
a b ou t th ree w eeks  like
A: So th ere are no like typ ica lly m u ltiskilled  job s  in  ca tering, I kn ow  
you  do a  lot o f va riety o f you r tasks, b u t like in  other hosp ita ls  the
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ca terin g s ta ff can  som etim es  s it w ith  the pa tien ts  and feed  th em  and 
C: N o
D : N o n ot w ith  u s, I’ve n ever hea rd  o f anyth ing, n ot th a t I kn ow  o f anyw ay, 
b u t I m ea n  to sa y I ’ve not b een  here lon g enou gh  to rea lly com m ent, n ot that 
I’ve hea rd  of
C: N o I ca n ’t, on ly like u ps ta irs  like as I sa y I’ve seen  peop le u p  th ere ta lk in g 
to the pa tien ts  and everyth ing, and th ey ca ll th em ...m u st b e th a t n a m e I 
d on ’t kn ow
A: W a rd  Ass is tan ts , hou sekeepers  
C: M u s t b e h ou sekeepers  yea h
D : I w a s  recen tly on  like an  indu ction  cou rse and th ere w a s  som eth in g 
m en tion ed  ab ou t h ou sekeepers  in  another hosp ita l, I d on ’t kn ow  w h eth er it 
w a s  pa rt o f the sam e Tru st, erm  th ey have hou sekeepers , b u t as su ch  w e 
d on ’t here w e d on ’t have hou sekeepers , erm  ‘cau se th ey w ere, I th in k  th ey 
w ere look in g in to a ctu a lly h a vin g hou sekeepers  ra th er than  the actu a l w a rd  
hos tesses
A: Yea h  th a t’s them , w a rd  hostesses, th a t w a s  w h a t I m ea n t 
C: So w e cou ld  sa y rea lly cou ld  w e 
D : N o
A: B ecau se like if you ’re feed in g the pa tien ts  you r sort o f ta k in g over th e 
n u rses  role a  b it and  like s tepp ing on their toes . You  d on ’t fa n cy d oin g tha t? 
D: No
C: No, I u sed  to do it in  the n u rs in g  hom e 
A: B u t n ot here
D : Ta kes  no in teres t in tha t side of th in gs  I m ean  I’m  n ot one for h osp ita ls  I 
d on ’t like a ctu a lly going in to hosp ita ls  so I mean , I ’m  p retty h a p p y w h ere I 
am  and s ta y in  w here I am, like in  the clerica l s ide of th in gs  I w ou ld n ’t like to 
, I d on ’t kn ow  I th in k  it’s ju s t p rob a b ly me, its  ju s t one o f th em  th in gs , I’ve 
ju s t got a  th in g ab ou t hosp ita ls  
A: D o you  take food  u p  to the pa tien ts?
C: If I w ork  on  the even ing 
A: O n the even ing yeah , righ t
C: W e have like a  b ig trolley, w ith  the th in gs  a ll in  the trolleys  
A: D o you  en joy th a t pa rt o f it, feed in g the pa tien ts
C: Yea h  I do like, yeah , I like the b es t tim e is w h en  you  take the teas  a rou nd  
A: D o th ey have a  cha t
C: O h yeah , yeah , th ere’s a lw ays  a  lot o f peop le you  kn ow  its  u n b elieva b le 
A: Yea h
D : I th in k it helps  the pa tien ts  thou gh  to see fr ien d ly fa ces  and  w otknot, 
cau se I kn ow  w h en  I’ve b een  in  hosp ita l b efore and  th ey’ve th ere’s p eop le 
com e rou nd  and th ey ta lk  to you , you  feel a  lot b etter like w h en  th eir fr ien d ly 
ra th er than  ju s t give you  s tu ff and  then  th a t’s it th eir off, sort o f th in g 
C: W ell one n igh t I took this  cu p o f tea  to th is  fella  and  he sa id  I it’d  b een  a  
gla ss  o f lager, I sa id  I cou ld  su p one an  a ll love.
Lau ghs
C: An d  he w a s  ju s t la u gh ing it w a s  b rillia n t yea h
A: E rm , w h a t do you  th ink o f the Tru s t as an em p loyer? Is  it good, do
th ey va lu e you
D: I th in k  so, I th ink they trea t a ll peop le as equ a l, I th in k th a t’s on  o f the 
look  ou tlook  on things, n ob od y’s su perior to a n yb od y else no m a tter w h a t 
you ’re doing. You ’re like er equ a l, like th ey a ll p la y an  im porta n t p a rt in  the 
ru n n in g o f the actu a l hosp ita l, rega rd less  o f w h a t you  a ctu a lly do so I th in k
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like th ey p u t an  em phas is  on th a t as one o f the m a in  rea sons  w h y you ’re 
b ein g em p loyed , you ’re a ll equ a l rega rd less  o f w h a t you  do 
A: Is  it seen  as  a  secu re em p loyer, the Tru s t?
D: W ell, I th in k so, I’m  ju s t got, I’m  on a  tem pora ry con tract till th e end o f 
the m onth , I th in k  th a t’s b a s ica lly to do w ith  the hosp ita ls  b een  taken  over 
and  the du p lica tion  o f like job s  and roles  and stu ff, erm  I m ean  w e d on ’t 
kn ow  and I d on ’t th in k  a nyb ody know s  w h ere th ey a re u n til the end  o f the 
m onth  u n til its  a ll b een  sorted. I th ink m ost o f it h a s  b een  sorted  ou t b u t 
n ob ody actu a lly know s  yet as to w h a t like, w h eth er you r job s  a re du p lica ted  
or a n yth in g so
C: I’ve ju s t got m y 3 m onth  con tract aga in , for the n ext 3 m onth.
A: Is  it u su a lly 3 m onth s  for a ll those, sort o f th in g 
C: Yea h
A: Right, so do you , is  tha t secu re enou gh  for you  or w ou ld  you  p refer 
perm a n en t or
C: W ell I am  perm anen t, I have got perm a n en t h ou rs  39 hou rs  b u t you ’re 
like on 3 m onth  con tracts  a ll a lon g till everyth in g gets  sorted  ou t. I ’d ra th er 
kn ow  you  kn ow  w h a t I m ean .
D : I th in k  everyb od y’s on the sam e like foot so n ob od y know s  sort o f th in g 
so..I m ea n  th ere’s m y su pervisor sh e’s like cau se she like on a  tem pora ry 
b een  u pkeep  like the job  sh e’s doing and sh e’s on a  tem pora ry con tra ct till 
the end o f the m onth  so sh e’s in  the sam e b oa t rea lly and  sh e’s b een  here a  
few  yea rs , so
B : H ow  con fiden t are you  tha t these con tracts  w ill b e renew ed? I m ea n  do 
you  dread  the end o f you r 3 m onth s  th inkin g am I goin g to have a  job  n ext 
w eek .
C : No, no I n ever th ink ab ou t it a ctu a lly
D: N o I’d  say it I ca n ’t say it b others  me, ‘cau se the su pervisors  sa id  as m u ch  
as I can  say you ’re O K you ’re O K sort o f th ing, erm  I m ea n  if I ’m  n ot I ’m  not, 
I ’ll get som eth ing else I m ean  it doesn ’t b oth er m e to th a t exten t and  th ey say 
like you  can  p rob a b ly get another job  w ith in  the h osp ita l anyw ay, like th ere’s 
qu ite a  few  job s  on the b oa rd  so I ’d p rob a b ly find  som eth in g else w ith in  the 
hosp ita l. Th ey u su a lly try and find  you  som eth ing else w ith in  the hosp ita l, 
as I say if you r job  does  a ctu a lly goes, so I m ean  it d oesn ’t w orry m e to th a t 
extent.
A: E rm  have you  had  an y p rob lem s  w ith  the Tru s t in  the few  m on th s  
you ’ve w orked  here 
D : no
C: N o even  the yea rs  I w a s  here, 3 yea rs , no I h a ven ’t 
A: W ou ld  you  recom m end  it as a  good em p loyer to peop le?
C: Yea h
D: Yea h  I th in k so
A: A re you  sa tis fied  w ork in g w ith  you r su pervisor or m a nager?
C: M m
D: M m, no p rob lem s
A: Th ey’re good? Th ey keep  you  in form ed  a b ou t s tu ff 
C: Yea h
A: A p a rt from  m y in terview  
Lau gh s
D : W ell th ere w a s  a  notice tha t cam e rou nd, and I declin ed  to p u t m y n a m e 
dow n
A: A n d  w ou ld  you  feel com fortab le going to them  w ith  a  p rob lem  or for
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advice or som eth ing 
C: O h yea h  
D : U h  hu h
A: G ood, erm  w h a t do you  th in k m otiva tes  peop le to w ork  for the 
Tru s t, I m ean  is  a  sense o f s erving pa tien ts?
D : I th in k w ith  a  lot o f peop le pa rticu la rly w ith  like the n u rses  and  w otknot, 
its like p rovid in g  like a  service for pa tien ts  and the ca re and  w otknot, erm  I 
w ou ld  th in k  th a t w ou ld  be a  lot o f p eop le’s m otiva tion , erm 
A: B u t for you rself, is  it ju s t conven ien t
D : I th in k for m e yea h  it is  the conven ience and the h ou rs  as w ell cau se like 
I d id n ’t w a n t too m a n y hou rs  w ith  ju s t h a vin g qu ite a  you n g fam ily, erm  
th a t w a s  the m a in  th in g I m ean  it w as  ju s t idea l in  every respect rea lly, and 
it h ad  some, the job  a spects  w ere w h a t I w a s  qu ite in teres tin g so. I m ean  the 
jo b ’d have to b e in teres tin g for  m e to apply, erm  b u t like it w a s  in teres tin g 
enou gh  for m e to like a pp ly for it, it w a s  ju s t the h and in ess  o f it and  
everyth in g ju s t like fitted  in  rea lly w ith  w h a t I needed .
C: Ju s t the sam e w ith  m e rea lly 
A: C onven ien t
C: C on ven ien t yeah , and  the hou rs  are good cau se I w ork  8 till 4, so th a t’s 
b etter rea lly ins tead  o f getting u p a t 6 o ’clock 
A: Th a t’s ea rly tha t 8 
C: Is  it!
A: W ell, w e s ta rt a t 9 
C: I d on ’t m ind  8 o ’clock
D : I ju s t do one m orn in g a t 8 and the other two are like a ftern oon s  so its  n ot 
too b ad
A: Right, ha s  the Tru s t done a nyth ing to add ress  you r job  sa tis fa ction , 
or in crea se you r job  sa tis faction , is  there
D : I m ea n  the indu ction  cou rse I w en t on w a s  like very in form a tive, erm  th a t 
b a s ica lly w en t in to everyth in g o f w h a t m akes  a  good  hosp ita l, a ll th e deta ils  
like the pension , risk  m a n a gem en t and b as ica lly everyth ing, erm  I m ean  th ey 
d on ’t leave anyth ing sort o f ou t, erm  I fou nd  th a t as a  good  like gu ideline 
A: D id th a t tell you  a ll ab ou t the Tru s t?
D: E veryth ing 
C: E veryth in g it tells  you
D: E veryth in g you  needed  to kn ow  w a s  in  tha t 
A: W a s  th a t a  d a y’s tra in ing 
D : A  fu ll day, 9 till h a lf 4
A: A n d  w h a t ab ou t tra in in g for you r ow n  job , do you , are th ere a ny 
fu rth er tra in in g schem es  you  can  go on?
D : E rm , I th in k th ere’s like to do w ith  W in dow s  and  sp rea d sh eets  and  th a t 
th ere’s tra in in g ava ilab le if you ’re requ irin g it, erm  w h ich  I p rob a b ly w ill n eed  
to b eca u se I th in k th a t’s the system  tha t their  look in g to gettin g so erm  like 
I ’ll n eed  to go on a  refresher cou rse. I th in k you  a ll b a s ica lly h a ve to anyw ay, 
its  p a rt o f the Tru s t’s like th in g th a t you  have to go on th eir tra in in g th in g to 
like b e ab le to go onto the system
A: A re th ere like, have you  got N V Q s  or anyth in g like tha t?
C: W e’re w a itin g for them  a ren ’t w e
D : W ell I’ve a lready, I ’m  like a  pa rtly qu a lified  a ccou nta n t, like sepa ra te, so 
I’ve got an  N VQ  4 in  a ccou n ta n cy for AAT, I ’m  u p  to S eam er, I ’ve pa ssed  m y 
S eam er stage 3 in  C hartered  Accou ntancy. B u t like I s topped  to have m y 
fa m ily and  w otkn ot so like, b u t I w ou ld n ’t do tha t sort o f th in g aga in  u n til I
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can  go b a ck  fu ll tim e, so erm  I w a n t to go b a ck  and do the fou rth  yea r b a ck  
a t college, erm  w h en  the fa m ily’s a  b it older, so th en  go b a ck  on  a  fu ll tim e 
b a s is  in to a ccou n ta n cy 
A: Right, is  th e N VQ
C: Its  ju s t like, w e w en t on a  few  w eeks  ago on Firs t Aid  
A: D o you  get like H ea lth  and S a fety tra in ing?
C: Yea h  w e ’ve had  tha t 
D : and  Fire 
C: Yea h  and Fire
A: W a s  th a t w h en  you  firs t sta rted
D : Yea h  you  have to go on one every yea r rega rd less , for Fire and  a ll to do 
w ith  liftin g and 
C: and you r b en d in g
A: So are th ey w a itin g for the N VQ  to b e approved  and b rou gh t in  or are 
som e peop le goin g  th rou gh  it a lready?
C: I th in k th ere’s still som e m ore to go th rou gh , it w a s  ju s t b efore C hris tm as  
so
A: So have you  got you rs?
C: N o n ot yet, I ’m  still w a itin g for it to com e
A: Right, have th ey got like su ggestion  schem es  or a n yth in g like th a t 
th a t you  can
C: O h yeah , if you  w a n t to su ggest anyth in g you  ju s t
D : M a in ly, b a s ica lly you  ju s t go to you r su pervisor, and  like you r su pervisor
goes  to the releva n t p a rt
A: An d  th a t w orks , it gets  th ings  th rou gh?
C: Yea h  
D : Yea h
C: W ell I th in k so b ecau se I ’ve n ever su ggested  a n yth in g yet 
Lau gh s
D : I th in k  b a s ica lly I’ve on ly h ad  dea ling w ith  it w ith in  the actu a l office p a rt 
like you  can su ggest som eth ing if you  d on ’t th in k  or it cou ld  b e done b etter 
w ith in  the actu a l office or som eth in g’s n ot like ru n n in g h ow  you  like it or 
ju s t pu t a  su ggestion  forw a rd  to them  and th ey’ll like go to the office 
m a n a ger or w h a tever and sort o f see if the idea  w ill w ork  b etter or ju s t help  
the office ru n  b etter b a s ica lly
A: Yeah , is  th ere a nyth ing tha t you  th ink the Tru s t cou ld  do to 
im prove job  sa tis fa ction  or increase it?
D : N ot rea lly, I m ean
C: I do the w ages , a  lot o f peop le w on ’t com e on a ccou n t o f the w a ges  is n ’t it 
D : M m
C: Yea h  b ecau se I expected  it to b e a b ou t £4.00 an h ou r w h en  I cam e b ack, 
b u t its  not
A: W h a t is it if you  d on ’t m ind  m e a sk in g
C: £3 ....w ell I ’ve b een  w ork in g overtim e you  see so, I th in k  its  a b ou t £3.75, 
I ’m  n ot su re
D : Th a t’s a  p rob lem  w ith  a  lot o f the nu rses  m in d  is n ’t it th a t’s w h y th ere’s 
so m a n y job  vacancies  for nu rses  
A: S h ip p in g them  in  from  god  know s  w here
C: Th ey shou ld  do like no sh ou ldn ’t they. I got m ore a t the n u rs in g  h om e
than  I did  here like
A: So th a t’d im prove you r job
D : I th in k  its  a  p rob lem  w ith  the governm en t m ore th a n  a n yth in g else
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thou gh  isn ’t it
C: Th a t’s it yea h
A: Its  ou t o f th eir hands
D : Yea h  th ere’s n ot m u ch  the Tru s t can do ab ou t it rea lly 
A: W h a t gets  you  ou t o f b ed  in  the m orn in g  to com e to w ork?
C: Th e m oney, the w a ges  is n ’t it, n oth in g else is it., and  the com pany, I like 
the com pa n y like
D : I w a s  goin g to say, like for  me, its  like n ot to sou nd  n a s ty a b ou t m y 
fam ily, its ju s t to get aw ay from  m y Ch ildren b as ica lly, to have adu lt 
conversa tion  sort o f th in g and ju s t to have a  d ifferen t en viron m en t 
A: A n d  is  it like the peop le you  w ork  w ith  
C: Yea h
D: Yea h  like very friend ly no p rob lem s  
A: D o you  get C hristmas pa rties  
C: No
D: W e w en t ou t for a  m ea l, I th in k  th a t’s ju s t, you  ju s t orga n ise th a t w ith in  
you r depa rtm en t b as ica lly, I m ea n  w e w en t ou t for a  m ea l a t C hristmas, 
there w a s  no b ig  one or anyth in g like th a t 
C: N o
A: D o you  en joy the w ork  thou gh , is  th a t p a rt o f it?
C: I do 
D : Yea h
A: E rm  w e ’re on the flipcha rt now  
B : I kn ow  w e ’re on the flip  cha rt 
Lau gh s
C: O n th e w ha t?
A: Flipchart, w e ’re goin g  to w rite th ings  dow n
A: W h a t a spects  o f you r job  are m os t im porta n t to you ? th a t’s w h a t it 
is, if you  can  nam e the five m os t im porta n t a spects  
D : Th e er
B : Ju s t th rou gh  ou t ideas  and w e ’ll sort them  ou t 
D : H ou rs  o f w ork  
D: Q u a lity o f w ork
B: W h a t’s th a t sort o f p ride in  you r job ?
D: Yeah , and the va riety
C: Like d ifferen t job s
D : Is  it w ith in  the actu a l job  its elf or the
A: A n yth in g a b ou t w ork in g or
D : E a se o f a ccess  to the hosp ita l
C: m eetin g peop le is n ’t it
B : Is  th a t colleagu es  or pa tien ts  or b oth?
D: W ell b oth  rea lly 
A: M oney?
C: O h w a ges  yea h  
B: An ym ore for anym ore?
D: I ca n ’t th ink, no I th in k th a t ab ou t covers  it for m e 
A: So, can  w e order them  
B: W h a t’s m os t im porta n t
C: W ell you  com e to w ork  for  m oney, so its  ob viou s ly th a t one is n ’t it 
A: Yea h
B : D o you  agree?
D: E rm  m on ey is  p a rt o f it b u t I w ou ld n ’t say it w a s  the m a in  one, erm  for
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m e I h ave to b e h a ppy in  w h a t I’m  doing the actu a l w ork  itself. I h ave to
en joy the actu a l w ork  for m e to b e happy
D : A n d  the hou rs, w ell to m e
C: S am e w ith  m e the hou rs  su it m e
D : A n d  the access, then  the access
C: An d  m eetin g peop le yea h
B: Yea h
B : D o you  w a n t to pu t m eetin g peop le then  m oney?
D: Yea h  and then  I w ou ld  sa y m on ey 4 and m eetin g peop le 5 
B : A n d  you ’ve got qu a lity o f w ork  and ease o f access , w h ich  w a y rou nd  
C: E rm , w ork  
B : R igh t th a n k you
A: Is  there anyth in g else w e h a ven ’t looked  a t th a t you  w ou ld  like to add  
a b ou t h ow  sa tis fied  you  a re in  you r job  in  genera l?
C: N o I’m  sa tis fied  anyw a y so
A: D o you  see you rs elf b ein g here qu ite a  w h ile?
C: M m m  
D : M m m  
A: If it perm its  
Lau gh s
C: Aye, th a t’s it isn ’t it
D : I th in k th a t I w ou ld  say is  one o f the m a in  d raw b acks , the u n certa in ty of, 
th e con tracts  the short term  contracts
B : D o you  th in k  there are any chances  o f p rom otion , is  th a t im p orta n t 
to you ?
D : N o n ot for th is  sort of, the su pervisor, m y su p ervisor’s qu ite you n g 
anyw ay, b u t I m eans  th ere’s no like job  defined  job s  or a n yth in g so I m ean  
you  u su a lly find  qu ite, as w ell you  m ove ab ou t qu ite a  lot th rou gh  the 
depa rtm en ts  and  p rob a b ly get p rom otion  m ore th a t w ay, ra th er than  w ith in  
the depa rtm en t itself, erm  I m ean  I h a ven ’t rea lly con s idered  it a t th is  
m om en t in  tim e, its  n ot like one o f the im porta n t th ings  for m e..ca u se I 
m ea n  it w ou ld  p rob a b ly m ean  an in crea se in  hou rs  so I d on ’t rea lly w a n t it. 
B : D o you  th in k  the Tru s t keeps  you  in form ed  a b ou t changes , 
developm ents  tha t are goin g on, th ings  th a t cou ld  effect you , th a t are 
Tru s t s tra tegy policies
C: yea h  cau se w e a lw ays  have m eetings  d on ’t we, w e’ve ju s t h a d  one aga in  
on M onday
A: Is  tha t a  w eek ly th ing or 
C: Yea h
D: Yeah , w e have one every M onday m orn in g 
A: Is  th a t for a ll the ca terin g service?
D : M m
A: So h ow  m a n y o f you  are there?
C: W ell you rs  are d ifferent, b u t like S tew a rt does the la ds  first, and  the chefs 
go ab ou t d in nertim e som e o f th em  depen d in g on w h a t hou rs  th ey start, and  
w e go together
A: H ow  m a n y peop le, how  m a n y peop le do s im ila r job s  to you ? I m ea n  is  it 
10, 20 or
C: I ’m  tryin g to th in k
A: H ow  m a n y a re u su a lly a t th a t m eeting?
C: O h w e’re a ll there, like he has  tw o like grou ps  you  know , w e ’re a ll there, 
excep t peop le th a t’s on the s ick like
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Lau gh s
A: A re th ere lots  o f peop le on the sick?
C: W ell th ere’s a  cou p le th a t are on the s ick 
A: G en u in ely on the s ick
D : Yea h  w ell th ere’s 3 long- term  ones isn ’t there
C: Aye, th ere’s like one la ss , I ca n ’t rem em b er h er nam e cau se I h a ven ’t 
kn ow n  h er very lon g so, sh e’s got a  b ad b a ck  h a sn ’t she th ere’s som eth in g 
w ron g w ith  h er sp ine.
A: D o you  reckon  th a t’s from  the pan  w a sh ing?
C: I cou ld n ’t rea lly, I d on ’t th in k  so thou gh  I th in k she had  it b efore she 
cam e here I ’m  n ot su re, d on ’t kn ow  
A: Righ t 
C: I ’m  n ot su re
A: W h a t do th ey tell you  ab ou t in  these m eetings?
C: Th ey ju s t tell u s  everyth in g’s th a t’s goin g on and
D: Like recen tly its  a ll b een  to do w ith  ha ir nets, b eca u se b efore it w a s  like 
even  if w e w ere ju s t w a lk in g  th rou gh  the actu a l depa rtm en t w e h a d  to w ea r a  
hat, w herea s  a  d on ’t kn ow  a  cou p le o f tim es  th ere’s b een  a  h a ir or som eth in g 
fou nd  in  som e o f the food, so erm  like to cover a ll aspects , every depa rtm en t 
w ea r a  h a ir  n et and  er a  h a t as w ell. So even  if w e w ere ju s t w a lk in g to the 
p rin ter room  w h ich  is  in  the m idd le o f one o f the food  p repa ra tion  
departm en ts , you  have to w ea r the net and  a  hat, and  th a t’s ju s t s ta rted  
toda y
C: W ell I Ve a lw ays  w orn  m ine s ince I s ta rted  anyw ay, you  kn ow  its ju s t like
the lads  is n ’t it
Lau gh s
A: So like I su ppose how  did  you  hea r ab ou t the Tru s t m erger, I m ean  
it w a s  a ll h a ppen in g b efore you  a rrived  w a s n ’t it
D : I th in k a  lot o f it w as  w h en  I a ctu a lly app lied  for  the job , there w a s  a  lot o f 
in form a tion  w ith  it
C: Th ere w ere in form a tion  packs  w eren ’t there
D: Yea h  a  lot o f in form a tion  b a s ica lly on w h a t w a s  h a ppen in g and  w h a t like 
hosp ita ls  w ere involved  in  the m erger
A: So do th ey tell you , you  know  if job s  are goin g to b e los t or a n yth in g like 
that, w ou ld  th ey tell you  a t these m eetings?
C: Yes  I th in k th ey w ou ld , yea h
D: B ecau se I m ean  its  like ju s t b een  decided  over C hris tm as , ca u se I th in k
everyb ody ju s t had  to b a s ica lly rea pp ly for their ow n  job , so
C: Yea h  th ey w ou ld , th ey’re p retty good  th a t w a y I th in k
D: I m ean  if th ey can  a t a ll help  it, th ey d on ’t like to see you  los in g anyone,
like going, even  if th ey have to m ove you  to a  a n oth er depa rtm en t, th ey’ll try
and  do tha t b efore th ey have to like tell you  you  h a ve to go
A: D o you  have like, or w ill you  have a  s ta ff appra isa l, you  kn ow  a  m eetin g
w ith  you r su pervisor
D : I d on ’t th in k  w e have s ta ff appra isa ls
C: N o I’ve n ever  h ad  one
D: Th ey’ve n ever a ctu a lly m en tioned  anyth in g for s ta ff a ppra is a ls  
B : W ou ld  you  like one?
D: E rm, I’m  a  b it, I ’ve had  them  b efore a t other p la ces  I’ve w orked  and  I 
m ean  I th in k in  som e a spects , it depends  on w h a t sort o f job  you  do th ey do 
help  you , b u t I d on ’t th ink, I m ean  it depend s  w h a t th ey a ctu a lly s a y to you , 
som etim es  it pu ts  you  o ff from  a ctu a lly d oin g b etter, I th in k erm , a lr igh t it
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m igh t poin t ou t w h a t sort o f th in gs  you ’re doin g w ron g and  s tu ff b u t erm  I 
th in k  for  the h osp ita l s ize, it w ou ld  take too m u ch  doing. It depend s  on the 
size o f the organ isa tion  and  s tu ff
A: So if you  had  an y p rob lem s  you ’d feel a lrigh t tellin g you r su pervisor 
a n yw a y
C: O r if w e ’d done anyth in g w rong, I’d ra ther them  tell u s  s tra igh t a w a y 
in s tea d  o f w ritin g it dow n  and ca llin g you  in  the office, I’d ra th er kn ow  
s tra igh t a w ay
D : I m ea n  you  d on ’t know  you ’re doin g som eth in g w ron g  u n less  th ey poin t it 
ou t to you , so I’d ra th er b e told  I ’m  doing som eth in g w ron g  then  
A: C ou ld  you  a sk  for tra in in g a n y tim e you  w a n ted  if you  w a n ted  
tra in in g 
C: O h yea h  
D : Yea h
A: H ave you  got anyth in g else?
B : W h a t do you  th in k m otiva tes  peop le in  genera l to w ork  for the 
Tru s t? Is  it seen  as a  secu re job  is  it b ecau se its  in  h ea lth ca re h elp in g 
peop le, is  it a  relia b le em p loyer
C: I th in k  its  h elp in g people, I th in k so, w ell it is  rea lly b eca u se its  a  h osp ita l 
isn ’t it, so you  are h elp in g peop le a ren ’t you
D: A n d  I th in k  a  lot o f peop le see it as a  relia b le em p loyer, w ell relia b ility it is 
p retty relia b le and  expect you  go in to the job  expectin g to b e s ta yin g  there 
for a  w h ile, you  d on ’t, I m ean  a  lot o f indu s tries  you  go in  w ell if I get m a de 
redu n da n t th en  I get m ade redu ndant.
C: W ell I ’ve ju s t b een  offered  m y job  b a ck  in the fa ctory a ctu a lly and  er I 
th ou gh t no, m ayb e in  2 or 3 yea rs  cau se I kn ow  h ow  its  ru nn in g, I th ou gh T 
no s ta y w here I am  b ecau se I kn ow  it’ll b e a lright, tou ch  w ood  
Lau gh s
C: So I ’ll s ta y w here I am
A: An d  is th a t b ecau se its  a  secu re em p loyer
D : W ell I th in k its  as secu re as you  can  get
C: Yea h  com pa red  to fa ctory w ork
B : N oth in gs  secu re is  there
C: Plu s I’m  too old  look in g for job s  now
Lau gh s
C: W ell you  a re you  go anyw here and th ey sa y you ’re too old, th a t’s r igh t 
is n ’t it
A: B u t you ’ve got a ll th is  experience 
C: I have th a t’s it, yea h  
A: So anyth in g else?
C: No, it w a s  b etter than I thou gh t, I d id n ’t kn ow  w h a t you  w ere goin g  to do
A: W e w ere going to gru el you
Lau gh s
C
1 M oney
D
1 Q u a lity o f w ork  - p rid e in  job , 
va riety
2 H ou rs  o f w ork
3 E ase o f a ccess
2 H ou rs  o f w ork
3 M eeting peop le - colleagu es  &  
pa tien ts
4 Q u a lity o f w ork  - p ride in  job , 
va riety
4 M oney
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T R UST  C - EA ST  Y OR K SH IR E NH S T R UST
DOM EST ICS
25  J anuary  1999
P re se nt : Lou ise (A)
Liz (B)
V iolet (C)
Ja n et (D )
D oroth y (E)
M a is ie (F)
Les ley (G )
M a rga ret (H)
B etty (I)
A: Right, so to b egin  w ith , w h a t do you  like ab ou t you r job ? An yon e?
I: O h I like everyth in g ab ou t you r job
A: O h actu a lly no, can  w e in trodu ce ou rselves , sorry. W h a t’s you r
C: V iolet B ow m an
D: Ja n et Ratch
E: D oroth y D ixon
A: A n d  th a t’s
D : M a is ie H u nt
G: Les ley O xenda le
H: M a rga ret N icolson
I: B etty B a rker
A: Right, go on sorry, w h a t do you  like ab ou t you r job ?
I: E veryth in g
H: G et a  lot o f job  sa tisfaction , its  good. Pa tien t ca re th in gs  like that, you  
ca n  have a  lau gh. Its  a lright. You  can  com e to w ork  feelin g a  little b it 
D : D ow n
H: Yeah , b u t w ith in  h a lf an  hou r 
C: Y ou ’re soon  lifted  a ren ’t you  
H: Its  good  its a lright, not b ad  at a ll 
A: H ave you  a ll w orked  here qu ite a  w h ile?
Yea h
I: J a n et’s b een  here the longes t, h a ven ’t you , 25 yea rs . So she m u s t like it,
and  she goes  on ab ou t
A: Th ere m u s t b e som eth ing  then
C: I’ve b een  here 10
I: I ’ve b een  here ab ou t 10
G : I ’ve b een  here 7
E: I ’ve b een  here 12, h a ven ’t I
I: M a is ie’s b een  here qu ite a  w h ile
D: W ell I d on ’t th in k its  ju s t the job , you  com e here and  you  feel you ’re 
a ch ievin g som eth ing, ju s t as you  go on the w ard . I m ea n  a ll the yea rs  I’ve 
w orked  here, you  kn ow  you  get on w ith  pa tien ts  and  everyth in g . You  feel its  
n ot ju s t a  job
C: You  get on w ith  the pa tien ts
A: D o you  see the pa tien ts  from  like w h en  th ey com e in  till w h en  th ey 
get b etter and go ou t?
D : W ell yes  
C: O h yes
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D: Yeah , w ell yeah , like on ou r w a rd  th ere’s 32 so I m ean, one d a y there in 
and  the n ex t d a y th ey’re not, or a  w eek  or so th ey’re are not, so you  d on ’t get 
a  rea lly lot to do w ith  32 pa tien ts , b u t you  know  
C: You  do get som e con ta ct w ith  them  thou gh  d on ’t you
D : Like ju s t doing a  s im p le th ing, like can  you  do th is  or pa ss  u s  som eth ing, 
d on ’t you ?
C: Yea h
D: You  feel you ’ve ach ieved  it I th in k  yeah , oh defin itely 
A: So do you  get on w ith  you r su pervisors  and m a n a gers  ?
All: O h yeah , yea h
C: N o p rob lem  there is  there
F: O n ly w h en  th ey’re ch ew ing  u s
Lau gh s
A: An d  the peop le you  w ork  w ith , you  get on w ith  ea ch  oth er?
All: O h yea h
C: O u r m a n a ger’s b rillian t, sh e’s very u n ders ta n d in g
I: You  can  go to her w ith  anyth in g rea lly and sh e’ll help  you  as m u ch  as  she 
can, w on ’t she
F: Yea h  , w h eth er its  person a l or not
D : You  can  ta lk  to her, and  you ’re n ot frigh tened  to go and  see h er or 
a nyth in g like th a t 
I: N ob ody is I th in k rea lly
F: Th e n ices t p a rt is  persona l or w ork  w ise, eith er w ay. I f  you ’ve got person a l 
p rob lem s  you  can  go and sh e’ll ju s t litera lly you  kn ow  
D : S h e’s very fa ir, isn ’t she
I: I m ean  if you  d on ’t like the job , you  go in  and you  go see h er and  s h e’ll pu t 
you  som ew here else, or sh e’ll give you  less  hou rs . S h e’ll try to a ccom m oda te 
you
C: B u t if she ca n ’t sh e’ll tell you  ab ou t it 
I: O h yea h
H: An d  if you  do ow t w rong, sh e’ll tell you  ab ou t it 
I: O h yea h
H: Th a t’s w h a t the good  th in g ab ou t it, sh e’s not fa lse, no s h e’s, w ell I d on ’t 
th in k  so s h e’s s tra igh t dow n  the line 
C: Yea h  she is 
H: S h e’s rea lly good
E: She tells  you  if you ’ve done anyth ing w ron g on h er own, she actu a lly 
ta kes  you  in to the office and
F: Yea h  she d oesn ’t shou t you  the corridor w ith  a n yb ody else
H: No sh e’s, w h a t you  see is  w h a t you  get w ith  C arol, sh e’s good. S h e’s
a lright, one o f the b es t b osses  I’ve w orked  for anyw a y
I: I th in k everyb ody’s sa id  the sam e th in g rea lly h a ven ’t they. S h e’s very good  
D : Yea h  w ell I ’ve seen  som e changes
F: W ell none o f th em  are a fra id  to roll their s leeves  u p  and d ig in, are they, 
you ’ll find  if you ’re pu shed  and  they com e on the w a rd , and  th ey see 
som eth in g th a t w a n ts  doing, then  the coa t com es  o ff and  th ey 11 
a u tom a tica lly you  know , w h eth er th ey’re m a nagers  or su pervisors  th eir coa ts  
com es  o ff and th eyll help you . So you  ca n ’t gru m b le a t a ll 
H: W e do like b u t you  ca n ’t 
Lau gh s
F: W ell w e da ren ’t b e too nice to them
H: I w a s  goin g  to say you  going to have to p u t a  few  b its  in
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F: ‘C au se s h e ll say th a t’s a ll lies
A: W ell th a t b rings  m e onto, w h a t do you  d is like a b ou t you r job ?
All: N ot a  lot rea lly no
F: W h en  you  get took for gran ted  b y the nu rses  and  th a t on the w a rd s , th a t 
is  the w orse part, and th ey do som etim es , you  kn ow  w e go ou t o f ou r w a y to 
help  them , b u t yo u ll find  especia lly, I d on ’t know  a b ou t the others , b u t I’m  
fin d in g these you n ger ones th a t’s com in g in, w e’re the low es t o f the low  to 
them , and  th ey d on ’t rea lise th a t the dom estic is  th eir b es t friend , if tru th  be 
know n , you  kn ow  
C: Th a t’s r igh t yea h  
E: You  get an occas iona l one
F: Th a t’s w h a t I’m  saying yeah , n ot a ll o f them  you  know , you  ju s t get the 
odd one, b u t th a t odd one ju s t som etim es  th row s you
I: I m ea n  the dom estics  on the w a rd , th ey have got a  lot o f pots  to w a sh  and 
th in gs  like tha t h a ven ’t you , and the n u rs ell com e rou nd  and ju s t s tick  it in  
the s in k  and, you  kn ow  w h a t I m ean , its  n ot very n ice 
C: yea h  th a t’s b rea kfa s t and  d inner 
I: Its  a ll the tim e
H: A n d  its  n ot ou r job  to w a sh  th em  either is  it, b u t you  do it 
F: O h  yeah , you  do anyth ing, you  do you  do a n yth in g to help  ou t. B u t w h en  
th ey s ta rt you  know , litera lly som etim es , b u t if you  com e u p  to C a rol and  say 
som eth ing, then  sh e’ll s tra igh ten  it ou t, b u t w e d on ’t rea lly n eed  that, ‘cau se 
w e ’ll tell then  ou rselves , then  if th ey d on ’t like it th en  
H: Tou gh
F: you  kn ow  the w e drop  ou rselves  in  it, and it com es  th rou gh  channels , so 
it still goes  b a ck  to them
I: you  try you r b es t to keep  the peace, lets  pu t it th a t w a y
A: Is  the environm en t, the w ork in g en vironm en t nice in  the hosp ita l?
All: M m m
H: yea h  qu ite friend ly
F: You  cannot, w ell you  ca n ’t d ispu te th a t can you  
C: No
A: E rm , h ow  sa tis fied  are you  w ith  the nu m b er and  va riety o f ta sks  in  
you r job ?
Too many, too few ?
C: Alrigh t, its  ju s t th a t you  w a n t a  b it m ore help  som etim es , yea h  it ju s t 
depends  how  m a n y pa tien ts  you ’ve got on  the w a rd , does  it rea lly 
A: D o you  ever feel s tretched  b y the nu m b er 
H: Yea h
D : Yeah , it a ll depends , you  do w ith  32 pa tien ts  
C: Yea h  and n ow  w e’ve got 30
H: It is  its  a  lot, b u t C arol sorts it ou t so w e a ll get a  little b it o f help  
som ew here dow n  the line.
I: O h w e a ll get som e help
H: Like on som e w a rd s  you  get m ayb e 2. Like M a is ie’s got 2 h a ven ’t you , 
Ja n et’s got 2 on h er w ard , D ot’s got 2 
C: I ’ve got 1
H: Th en  th ere’s you  and me, b u t she does try to get you  th a t little b it o f help, 
you  kn ow  the w eigh t o ff and  th a t
F: Yea h  you  get you r b eds  pu ll, w herea s  w e pu ll ou r ow n  you  see 
I: N ot a ll the time, no not a ll the tim e
H: O h  no n ot a ll the time, b u t you  do get s tretched  som etim es
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F: D o you  get you r b eds  pu lled?
I: S he gets  a ll h er b eds  pu lled  and  tha t
F: yea h  b u t I ’m  saying  th em  th a t’s 2 lad ies, w e pu ll ou r, w e do ou r ow n 
cleans , b u t like them  th a t’s s ingles  
D : O h th ey’ll get b ed  pu lls  done
E: W e get ou rs  u p as w ell on m a tern ity, even  thou gh  th ere’s 
H: You  cou ld  have like 10 or 12 b eds  to do like in  one m orn in g, cou ld n ’t you , 
w h ere a t lea s t w e have it once a  w eek  
A: H ow  m a n y b eds  a re on the w a rd?
C: 30
I: It va ries
F: 32 on ou rs  now
I: Th ey’ve on ly got 18
E: O n m ed ica l elderly th ere’s 32 b eds
F: I’ve got 32 s ince th ey’ve done the 3ps the PPP
A: A n d  is  there one or tw o dom estics  per w a rd?
C: N o its  ju s t one b ig w a rd  isn ’t it
H: O n ou rs  thou gh  th ere’s m e and Yasm in , yea h  th ere’s 2 dom estics  on ou r 
w a rd
I: B u t you  get help  d on ’t you  V i, w ith  you r trolley and  sortin g
F: Yea h  b u t you  need  to d on ’t you
H: You  get you r fu ll cleans  done d on ’t you
I: Yea h  b u t you  d on ’t ru n the w a rd  a ll b y you rs elf
C: B u t som etim es  th ey on ly fetch  2 on to pu ll ou t, d on ’t th ey
I: Yea h  I kn ow  b u t you ’re still getting you r help
F: Y ou ’re s till gettin g you r pu lls  and you r cleans
I: you ’re still gettin g everyth ing done
D: I th in k if you ’re pu shed  you  cou ld  ju s t p ick  u p the ph on e and  ju s t tell 
th em  th a t you r pu shed , and you ’d get help  
F: O h  yeah , I m ean  even  w h en  w e’ve got 2 on 
H: E ven  w ith  u s  yeah , you  ju s t r in g u p and
I: I m ean  I d on ’t th in k  th ere’s a  w a rd  n ow  th a t’s on ly got 1 dom estic on, not 
one w a rd  th a t’s on ly got 1 dom estic on
F: Th a t’s w h a t I’m  saying yeah , I m ean  even  if w e ’re pu sh ed  w ith  2 on, you  
kn ow  w e ’d ju s t rin g  dow n  and s h ell send som eone u p
D: I m ean  I’ve sa id  to her th a t w e w ere b u sy and  she sa id  w ell w h y  d id n ’t you  
rin g u p , you  kn ow  and got a  b it o f help [p  and yet th ere’s 2 o f u s 
A: Is  tha t rin gin g u p  you r m anagers?
D: O r ou r su pervisors  yes , you  kn ow  ju s t tell th em  th a t w e ’re pu sh ed  and  
th ey say th eyll com e dow n  and th ey do 
A: Q u ite good?
All: V ery good yea h
F: W hen  the th ing is  if you  d on ’t get them  done and you  go dow n  and tell h er 
oh you ’ve b een  bu sy, then  sh e’ll say w ell w h y d id n ’t you  rin g for help, and  
th a t’s h ow  w e kn ow  w h y w e can a lw ays ring, you  kn ow  so w e ca n ’t gru m b le 
a t a ll
A: W ou ld  you  like to b e m u ltiskilled , as in  other Tru s ts , you  kn ow  how  
th ey’ve got w a rd  ass is tan ts  tha t do a  b it o f porterin g, a  b it o f 
dom estics , a  b it o f ca tering, w ou ld  you  fa n cy d oin g tha t?
C: I th in k  w e ’ve got enou gh  on h a ven ’t we, yea h
F: W e do do tha t
G : I d on ’t w a n t anym ore
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F: If you  w ork  it ou t ou t there w e do do a ll o f that. Th e p orter ’ll com e in  and  
d rop  the m ilk, sam e as w e pu t ou r b ags  a ll specia l for th em  so th ey’ve ju s t 
got to com e in  and lift them , the b it o f dom estic is in  the clea n in g and  the b it 
o f ca terin g is  w e collect ou r pots  and pu sh  the hos tesses  to get on  w ith  th e 
b loody dinners , so w e can get ou r pots . W h ich  w e sh ou ld n ’t, w h ich  shou ld  
n ot have to b e ’cau se w e’re pu shed
D : B u t n ow  you  see th ey’ve got hou sekeepers , n ow  th ey’re a  b it b etter o ff 
b e’cau se th ey’ve got h ou sekeepers , at one tim e th ey n ever  h ad  hou sekeepers , 
w ell now  on every w a rd  th ere’s a  hou sekeeper 
F: Th ere is n ’t on ou rs
D : O u r h ou sekeepers  help  w ith  the d inners , ou r h ou sekeepers  do 
C: O oh  ou rs  d on ’t 
D : O h  ou rs  do
I: Th ere’s d ifferen t th ings  tha t the h ou sekeepers  do on anyw a y d ifferen t 
w a rds
C: Th ey’re ju s t th ere for the nu rses  on ou r w a rd
D : Are they, oh  no th ey help  take dinners  and a ll sorts  on  ou r hou sekeepers  
C: D o th ey
D : Yea h  th ey do, d on ’ th ey
C: I th in k ou rs ’d have a  fit if she had to do th a t
Lau gh s
A: H ow  n ew  are the hou sekeepers , a re th ey
H: Th ey’ve on ly b een  on ou r w a rd  ab ou t a  year, yea h  a  yea r  th a t’s a ll 
I: Yea h  th ey h a ven ’t b een  on th a t long 
E: W e d on ’t have them
D: ‘C au se th ey’ve got the hou sekeepers  on the w a rd , ‘ca u se the hou sekeepers  
m ake b eds  for the nu rses  and th a t you  see, and do skips, th ey do qu ite a  few  
th in gs  the hou sekeepers  yeah  
I: Like a  nu rses  a ide a ren ’t they
F: W e’re lu cky w ith  volu n ta ries , w e have a  volu n ta ry for every d a y and  w e are 
lu cky w ith  them , th ey 
E: See w e d on ’t have them
F: D on ’t you , oh w e ’re lu cky w e have one for every day 
E: ‘C a u se its  secu rity isn ’t it, w e ’re not a llow ed  th em
F: ..and they, th ey you  know  th ey’ll collect ou r m id  m orn in g cu ps  for u s, erm  
and then  a t d in ner tim e som e o f them  w ill s tay and  th ey’ll ta ke the tea  rou nd  
or th eyll help  m ake the b eds  and w h a t have you , th ey rea lly a re good  
C: You  see w e d on ’t get tha t do w e 
F: D on ’t you  get a  volu n ta ry?
C: W ell no
F: You  h a ven ’t got m u ch  do you  Vi!
C: N o w e d on ’t have m u ch  
Lau ghs
F: Y ou ’re p oor on you r w a rd  a ren ’t you  V i 
C: No, d on ’t th in k so
F: Its  b e ’cau se sh e’s got to pu ll h er fin ger ou t
C: I ’ve ju s t com e b ack and it w a s  tip w h en  I w a lked  on  th ere on M onday, 
toda y
F: O h tell u s  ab ou t it 
C: I kn ow  b u t I’ve b een  off a  w eek  
I: Th a t’s ju s t ab ou t like on every w a rd  
F: E very M on da y m orn in g it is, yea h
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D: W e ha te M on d a y’s love 
All: Yea h
A: E rm  w h a t do you  th in k o f the Tru s t as an em p loyer?
I: W ell w e have n ow t to do w ith  them  rea lly
H: W e’re n ot em p loyed  b y the Tru st, w e’re em p loyed  b y G ra n a da  H ea lthca re 
S ervices
A: H ow  long ha s  G ra n a da  b een  in  here?
F: Its  a b ou t 3 m onth s
I: Ju s t com in g u p to a  yea r  now , th ey’ve ju s t taken  over from  Pa ll M all 
H: A  yea r in Ju ly is n ’t it
F: So ju s t ab ou t 7 or 8 m onth s  th ey’ve b een  in  
D : 7 yea rs  w e w ere w ith  Pa ll M a ll for, w eren ’t w e 
I: yea h  7 yea rs  w e w ere w ith  Pa ll M a ll 
A: A re G ranada  a  b etter em p loyer than Pa ll M a ll?
D: W e th in k so yea h
H: yea h  th ey’re a  lot b etter yea h
D : ‘C au se w e ’ve had  qu ite a  few  h a ven ’t w e
I: Yea h  it keeps  changing, you ’ve w orked  w ith  the h ea lth  service and  
con tractors  h a ven ’t you ?
D : O h  yeah , I’ve w orked  w ith  th em  b oth  
I: An d  you ’ve seen  the changes  h a ven ’t you  
B : W h ich  do you  p refer?
D : W ell con tractors  n ow  yea h  defin itely yea h  con tractors
A: A re th ere b etter term s
D: Yea h  b etter holidays  and you  know
A: D o th ey b r in g their su pervisors  and m a na gers  a lon g w ith  them ,
G ra nada?
H: No, w e ’ve kep t exa ctly the sam e as w h a t w e a re now  
A: Righ t
H: You  kn ow  since th ey took over its  the same, ju s t got like change the top 
b osses  like, b u t th a t’s a ll
F: Th ere w ou ld  have b een  a ll ou t w a r like if th ey’d have cha nged  a ll o f th em  
I: O h yeah , there w a s  no changes  w ere there
H: Yea h  you  kn ow  C a rol stopped  and  a ll the sam e, no cha nges  rea lly 
w ha tsoever, w h ich  is  good  you  kn ow  ‘cau se I th in k  if th ey do s ta rt m ovin g 
other peop le in  th a t’s w h en  you  s ta rt th in kin g ‘oh no w h a t’s goin g on h ere’
I: You  get u n settled  then  d on ’t you
H: B u t its m ore or less, its  got b etter for u s  yea h  defin itely 
B : D o G ra n a da  cover  m ore services  than  Pa ll M all u sed  to?
H: Th ey h ave got m ore con tracts  ‘cau se th ey’re a  b igger com pa n y a ren ’t th ey 
I: Th ey’re m ore in to ca tering a ren ’t they, G ra n a da  services  
H: You  kn ow  th ey’ve got you r G ra na da  S ervice s ta tions  is n ’t there and 
G ra n a da  televis ion , th a t’s u s  I a lw ays  look  th ey’re ou r em p loyers  now  
Lau gh s
B : So w h ere do G a rdner M erchan t fit in?
H: th ey do the ca tering
F: A t the m om en t, ‘cau se their tenders  com in g u p  is n ’t it
H: Yeah , so G ranada  cou ld  be going for th a t as w ell so
I: th ey cou ld  go in  for everyth ing rea lly
F: O h did G ra n a da  w in  G rim sb y
I: Yea h  th ey’ve got the dom estics , the ca terin g
F: O h its  a ll u n d er one
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H: W ell you  d on ’t h ave tim e, I d on ’t kn ow  h ow  th ey w ou ld  w ork  it to b e qu ite 
h on es t w ith  you , th ey’d w ork  it 
I: Th ey’d w ork  it 
A: S om ehow
H: B u t h ow  the hell th ey’d do it I d on ’t kn ow  w h a t 
A: To do ca terin g as w ell
I: If ca terin g w en t, if G ranada  w en t to ca terin g as w ell like w e w ou ld  h a ve to 
serve m ea ls  yeah . It w ou ld  get to it even tu a lly 
F: O h yeah , its  like the Princess  Roya l do don ’t th ey 
I: I m ean  th ey’d find  a  w a y
E: yea h  H u ll Roya l does d on ’t they, the dom estics  serve th em  m ea ls
I: I m ea n  like you ’re su pposed  to b e fin ished  on you r w a rd  a t sa y 12 o ’clock,
I m ea n  w h a t you r doing stood  a rou nd  from  12 
D : H ey w e d on ’t fin ish  at 12 o ’clock 
E: W ell b etw een  12 and h a lf pa s t 
F: 12!
D : Th a t’s w h en  w e get m os t job s  to do 
F: Th a t’s w h en  you ’re serving you r m ea ls
I: yea h  I kn ow  b u ts  th a t’s w h en  you  shou ld  be fin ish in g on you r w a rd  
H: Fin ish  com p letely on the w a rd  a t 12
F: B u t w ith  ou rs  w ith  a ll th ese cadi pa tien ts  as w ell, w ha t, its  con s ta n tly fu ll 
so m y kitch en  is  n ever clea r 
G : N ever rea lly em pty
F: N ever em pty, as soon  as th ey com e in  its  tea  and  th en  as soon  as  th ey 
com e b a ck  from  the office its  toa s t and tea  and th en  it goes  on to you  know . 
S in ce th ey’ve b rou gh t them  on
H: Th ere’s a  lot b etter service, its  like 12 o ’clock, n ow  ju s t say th is  is  an
everyda y th ing, b y 12 o ’clock you  shou ld  have fin ished  on you r w a rd  
F: If you ’re n ot d oin g you r pu lls
H: Yeah , yeah , w h a t w e ’re saying is  from  12 o ’clock till 1 o ’clock  you ’re
w a itin g to get you r pots  a ren ’t you
I: you  w a itin g to get you r pots  in  on ly a t th a t tim e
H: So you  have to w a it for th em  to dish  the m ea ls  ou t
D : Th a t’s the tim e w hen  w e u su a lly get ou r b eds  com e em pty
I: H ow  th ey w ork  it I d on ’t rea lly know , I m ea n  th ey’ll b e s till b e girls  from
ca terin g w on ’t there, tha t w ill w a n t a  job
H: Yea h
I: So you  kn ow  you  don ’t kn ow  h ow  th ey’ll w ork  it, b u t th ey’ll w ork  it 
som ehow
F: O h yea h  it’ll com e
A: D o you  fell u n ea sy th ou gh  if the con tra ct’s com in g u p  and  th ey’re 
pu ttin g tenders  in, do you  feel u n ea sy ab ou t you r job , or do you  kn ow  
tha t 
All: No
F: ‘C a u se C a rol keeps  u s  u p - to-da te the w h ole w ay, you  kn ow  step  b y step  
s h e’ll tell u s
I: I d on ’t th in k you r jo b s ’ll b e in  jeop a rd y 
D : N o if the con tract com es  u p you ’re still
H: Y ou ’re kep t in form ed  a ren ’t you  a ll the time, its  h ow  th ey w ork  
A: W h a t ab ou t the Tru s t m ergin g w ith  H u ll Roya l?
I: W ell w e d on ’t get to kn ow  n ow t ab ou t th a t 
All: No
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F: Th a t’s n oth in g  to u s
H: D oesn ’t rea lly effect u s, th a t does  it..h opefu lly 
C: D o you  th in k  th a t’ll com e off?
I: Its  a lrea dy in, I m ean  h a lf o f H u ll Roya l h ere’s n ow  in  the sw itchb oa rd .
C: Are they?
I: You ’ve got H u ll Roya l here as w ell h a ven ’t you , so its  goin g goin g to com e 
o ff
G : A ll A dm is s ion s  are going to H u ll Roya l in  M a rch  a ren ’t th ey 
A: A ll w h a t
G : A ll the Adm iss ions , a ll you  kn ow  the s ta ff th a t dea l w ith  a ll n ew  
adm iss ions , th a t’s a ll going
I: Like W ard  18, th ey’d com e on to W a rd  18 b efore 
G : Th a t’s a ll goin g  to H u ll Roya l in  M arch  
E: O h is  it m ovin g  from  18 the Adm iss ions?
G: Yea h
A: So h a ven ’t you  b een  in form ed  ab ou t w h a t’s h a ppen ing?
All: No, no
H: ‘C au se its  n ow t to do w ith  u s rea lly is  it 
G : Its  on ly ‘cau se I w ork  on 18 tha t I know
I: You  see th a t’s h ow  w e get h a lf ou r in form ation , b a s ica lly, th ose th a t w ork  
on the w a rd  and th ey then  com e across  and tell u s  like, th in gs  like th a t 
H: b u t it d oesn ’t rea lly effect u s  does  it 
I: N ot rea lly no
A: You ’ve n ot had  any m eetings?
All: No
I: Th a t’s the Tru s t you  see, and th a t’s got n ow t to do w ith  u s  rea lly, I m ea n
w e’re ju s t dom estics  a ren ’t w e
Lau gh s
F: Peasan ts , peasan ts !
Lau gh s
A: D on ’t you  feel, is  tha t ‘cau se you  w ork  for G ra na da
E: Yeah , w e ’re n ot a ctu a lly the Tru s t are w e, so it d oesn ’t a ctu a lly effect u s
C: Yea h  w e’re con tractors  th a t’s w h y
I: I m ea n  th ey send  new s letters  ou t som etim es  d on ’t they
F: For the nu rses  and w e n ick  them  and read  them , w ell w e do w e n ick  them
and read  them  d on ’t w e
A: Is  G ra na da  a  good  em p loyer then, do th ey have m eetin gs  for you  
F: O h yeah , w e ’ve got an extra  w eeks ’ h olida y 
I: W ell w e ’ve s ta rted  h a vin g m eetings  
H: Yea h  once every cou p le o f m onth s  
A: So its  every cou p le o f m onth s?
H: Yea h
A: So is th a t w h en  you  a ll com e together
I: No, th ere’s ju s t so m any, she p icks  so m a n y Pat, and  th ey a ll have a  
m eetin g  together ‘cau se th ere’s too m a n y o f you , and  w e d is cu ss  th in gs  and 
th a t d on ’t w e
H: yea h  try and get th ings  sorted ou t
A: So are you  sa tis fied  w ork in g for G ranada?
All: O h yea h
F: Till th ey s ta rt then  th ey’ll o ff 
All: Lau gh s
F: Th is  is  the ca lm  period, the one b efore the s torm
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G: S h e’s ou r spokesw om an  
All: Lau gh s
F: D on ’t start! N o ca n ’t gru m b le a t a ll, I d on ’t th in k  ca n  w e 
A: Th ey a re a  lot b etter than  Pa ll M a ll thou gh?
F: O h I d on ’t know
I: I m ea n  th ere’s m ore holidays ,
F: Th a t’s a b ou t it
I: w ith  Pa ll M a ll w e on ly h ad  a  fortn igh t d id n ’t w e, and  n ow  s in ce G ra n a da  
took  over w e ’ve got 4 w eeks  
H: Fou r w eeks  
F: 3 w eeks !
All: Fou r!
E: From  the firs t o f April, M a is ie
I: From  th e firs t o f Ap ril M a is ie, its  fou r w eeks
C: An d  w e got a  rise
D : It w a s  a  sta nda rd  p a y rise thou gh  isn ’t it, I d on ’t th in k  it w a s  them  
All: Yea h  its  4 now
F: O h sorry I d id n ’t know , oh I th ou gh t th e fou r w eeks  w a s  m ade u p w ith  ou r 
lieu  days
I: Lieu  days  w ill go eventu a lly, I w ou ld  im agine
H: Lieu  days  w ill go eventu a lly, b u t th a t’s fa ir enou gh  is n ’t it
F: O h  yeah , b u t th a t’s fa ir enou gh
D: B u t you r lieu  days  have gone a t In firm ary, b u t yet if th ey w ork  sort o f like 
C hristmas da y or owt, th ey get treb le tim e b e’cau se th ey’re n ot gettin g a  lieu  
day.
H: Th ey on ly lieu  days, the on ly lieu  days you ’ll get are h oly days  
I: A ll th ey recogn ise is  you r 4 
H: 4 w eeks  h olida y isn ’t it 
F: M a yda y and tha t 
H: Religiou s  days
E: G ood Friday, E a s ter M onday, C h ris tm as  D a y and  B oxin g D a y 
I: So you  ju s t get the 4 
H: So you  lose 
I: You  lose 4 yea h
F: W ell you ’ve still ga ined  a  day then  h a ven ’t you
H: Yeah , you ’ve got an extra  2 w eeks  h olida y then  h a ven ’t you , so rea lly you  
h a ven ’t los t anyth in g
I: Yea h  you ’ve still got 4 w eeks  and 4 days, h a ven ’t you  rea lly 
F: Yea h  th a t’s w h a t I ’m  saying. E eh I d id n ’t kn ow  th a t eeh 
Lau gh s
F: D on ’t tell C a rol I know , sh e’ll b e saying w e ll b e b ook in g  h er on  April the 
1st
La u gh s
I: yo u ll be the on ly one th a t d oesn ’t know
F: I know , no I d id n ’t rea lise, I thou gh t it w a s  3 w eeks  w e had
H: S h e’s had  m ore than  3 w eeks  th is  year!
Lau gh s
I: G od th a t’s cheered  h er u p 
Lau gh s
A: A re you  sa tis fied  w ork in g w ith  you r su pervisors?
All: Yes
H: You  ca n  have a  good  lau gh  w ith  them
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A: H ow  m a n y su pervisors  have you  got?
I: E ight, th ere’s Pat, C ath, Jeanette, Pam  
H: You  
F: S h eila  
I: O h no 6
A: 6 and  do you  ever see, have th ey got a  m anager, you r su pervisors?
H: C a rol
I: No, w e ’ve got a ss is tan t m anager, w h ich  is  M andy and  then  th ere’s C a rol 
A: R igh t
F: W h a t’s R ita  then , sh e’s 
I: S h e’s the m onitor, isn ’t she 
H: S h e’s the m on itor su pervisor 
F: O h so she does  the m on itor in g
A: So do you  dea l w ith  you r su pervisors  or w ith  C arol?
H: b oth  
F: B oth
H: It a ll depends  on w ho you  w ant, d on ’t it
F: H ow  b ad  you ’ve b een  pu t it th a t w ay!, like I w a lked  in  ju s t n ow  w ith  m y 
head  dow n, gu ilty con science
A: An d  you  can  go w ith  persona l p rob lem s  to them, or w ork?
All: M m m , yea h
F: N o she is  good, and sh e’ll keep  it p riva te as w ell
H: You  can  com e in  a  m orn in g and you  can  have a  good  la u gh  ca n ’t you . I 
m ean  in  th a t office in  the m orn in g its  u n rea l isn ’t it, it rea lly is  its  
u nb elievab le, b u t it ju s t k ind  o f b u cks  you  u p, it gets  you  goin g and  that, 
and  if you  do have any prob lem s , th ey’re a lw ays  here, a ll the tim e 
A: A re th ey G ra na da  em p loyees?
I: Yea h  
F: In  w h ere?
A: S u pervisors , G ranada  
F: Yea h
H: A ll em p loyed  b y the sam e a ren ’t they
A: W ere th ey there, did th ey com e w ith  the con tra ct or w ere the 
su pervisors ..
H: A lrea d y here w eren ’t they 
F: C om e from  E ddon  Road  and 
Lau gh s
A: Is  th ere a n y su pervisors  you  d on ’t like?
F: N ow  do you  th in k w e ’d tell you !
Lau gh s  
I: M a is ie!
A: Its  a ll con fiden tia l!
H: No, no, if th ere w a s  I’d tell you , b u t there is n ’t, no 
All: No
F: No, as I say, other than  tha t they w ea r a  su it, there rea lly is n ’t a  
d ifferences , ‘cau se as I sa y th ey’ll m u ck in , if you  n eed  ow t or , th en  th ey’ll 
help  and
D: O u rs  are w ork in g su pervisors
F: Yea h  th a t’s it, yea h  th a t’s it th a t’s w h a t I’m  tryin g to sa y you  know , and  
from  the m a n a ger dow nw a rds , so 
D : Yea h  w ork in g su pervisors , so th ey’re rea lly good  
H: A n d  th ere’s no heirs  and  graces ,
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F: It’ll b e ju s t do tha t
H: in  fa ct its  the reverse w ith  them
D: I m ea n  in  In firm a ry their su pervisors , th ey d on ’t w ork  a lon g w ith  the girls  
A: D on ’t they?
D: N o, ‘cau se m e fr ien d ’s w orked  there 19 yea rs  and w h en  I tell h er th a t ou rs  
F: W ell, w e ’ve got a  lot o f In firm a ry’s cleaners  here 
A: O h righ t
H: yea h  ‘cau se th ey’re n ot h a p p y there are they
F: W e’ve got a  lot o f cleaners  from  H u ll Roya l, and  th ey’ll tell you , th ey ca n ’t 
u n ders ta n d
I: yea h  th ey d id  d id n ’t they. Th ey see a  lot o f d ifference w h en  th ey com e here 
d on ’t they
F: Yeah , yea h  th ey ca n ’t u nders tand . B u t I th in k th a t help s  a  lot if you ’ve got 
good  m a n a gem en t 
I: O h yes
F: then  it com es  a ll the w a y dow n, you  know . Th ere’s noth ing, you  ride in  in 
the m orn in g and you  look for their ca r and  you  th in k  its th ere u n d er the 
trees  
Lau gh s
F: She tried  h id in g it from  u s  la s t yea r b u t w e s till fou n d  it, you  th in k  oh oh 
stra igh t in  and ou t
A: D o you  feel a pprecia ted  w ork in g for  them  - G ranada?
All: O h yes , yea h  
A: Th ey’re a  fa ir em p loyer?
D : D efin itely a t the m om en t yeah , b u t w e h a ven ’t h ad  th em  for th a t long, b u t 
w h a t w e ’ve seen  so far, so good
A: A n d  do th ey keep  you  in form ed , you  sa id  ab ou t you r m eetings , a re 
th ey once every cou p le o f m onth s?
H: M m m
A: W h a t do th ey tell you  in  you r m eetings
H: W ell n oth in g rea lly, its  m ore the ru n n in g o f the w a rd s  type o f th ing, if
th ere’s an y p rob lem s
I: Like w e have hea lth  and sa fety
H: Th a t’s r igh t yeah , and fire and yellow  bags , and  if th ere’s a n yth in g  th a t 
goes w ron g w ith  that, you  pu t it dow n  on  a  p iece o f paper, d on ’t you  
Lau gh s
H: O h its  good  fu n, and th en  you  have th is  m eeting, and  the it tries  to get 
sorted  ou t the b es t w a y tha t you  can 
F: Th e b ea u ty o f it is  tha t w e’re tra ined  u p
I: An d  then  w e have anoth er one w h en  the girls  h ave got other p rob lem s , you  
kn ow  th ey com e and see u s, and w ith  2 rep resen ta tives  
F: W e get the sam e tra in in g as the nu rses, and the office s ta ff su ch  as  fire 
lectu res , h ea lth  and  sa fety, w e a ll get the sam e tra in in g 
A: A re th ey annu a l th in gs  as w ell, the tra in ing?
All: Yes
D : L iftin g and hand ling, yea h
C: A n d  M a is ie p u t a  fire ou t d id n ’t you !
Lau gh s
F: Yeah , th a t p oor firem an  I d id n ’t th in k he w a s  goin g  to com e b ack, and  he 
looks  a t m e and he says  ‘oh n o’ and I sa y ‘w ell retire th en ’. W e’re ju s t h old in g 
on each  o f u s, n eith er o f u s  is  going to retire u n til one gets  the b etter o f the 
other
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A: W h a t do you  th ink m otiva tes  people to w ork  for the Tru s t ra th er 
than
F: I d on ’t th in k  its  so m u ch  as to w ork  for the Tru s t, its  to w ork  for C arol, 
she m otiva tes  u s  
I: Th a t’s righ t
F: Th e Tru s t d oesn ’t m otiva te u s
C: Its  C a rol
F: C a rol and  the s ta ff
H: W ith  u s  n ot w ork in g for the Tru st, w e , a lr igh t w e w ork  for G ranada , b u t 
th e m a in  person  .is C a rol and the lasses 
F: C a rol and the su pervisors  a re m otiva ting
H: Its  ju s t gen era lly its  ju s t everyb ody, b e’cau se if it w a s n ’t I’d have left a  
lon g w h ile ago, b u t its, I ’ve w orked  a t U n ivers ity and  here, and  b elieve you  
m e the d ifference is  u nb elievab le. You  can  com e and  you  can  have a ll the 
p rob lem s  in  the w orld  on you r shou lders  
I: A n d  th ey’re lifted  a ren ’t they
H: and  b elieve you  m e I’ve had a  few  o f th em  days, and  I’ve com e and  w ith in  
h a lf an h ou r I ’ve b een  la u gh in g and jok in g, and its  grea t it rea lly is  
I: Its  the friend liness  
H: Th a t’s right, yea h  
I: Yea h  its  the friend liness
H: Th ere’s n ot m a n y peop le here tha t I ca n  say I d on ’t like, th ere is  a  few , 
b u t n ot m a n y
F: You  get the odd one yeah , no you  do you  get the odd  one 
H: I’m  sorry b u t there is, I’m  ju s t tellin g you  
F: Yea h
H: B u t th ere isn ’t m any, the ones th a t I d on ’t pa rticu la rly like, get on  w ith
I: I th in k everyb od y’s like tha t rea lly thou gh  a ren ’t they, th ere’s
H: W ell th a t’s it, I d on ’t th in k th ere’s one person  here th a t ca n  sa y th a t th ey
like everyb ody th a t w orks  here
F: N o no its  ju s t one o f them  th ings  rea lly is n ’t it
H: Th a t’s right, b u t them  peop le you  ju s t d on ’t b oth er w ith , you  ju s t get on 
w ith  you r job  and do w h a t you  have to do
E: Th a t’s sam e in  every environm en t thou gh  isn ’t it, you  get th a t everyw h ere 
H: Th a t’s right, th ere is n ’t a  p la ce w here, o f a ll those a t U n ivers ity you  
cou ldn ’t say th a t th ere’s one person  there 
Lau gh s
H: Th a t’s w h a t I m ean, a ll for a  p erfect w orld , b u t u n fortu n a tely there isn ’t 
one is  there 
F: It’d b e b oring 
H: It w ou ld
F: B ein g per, I m ea n  I’m  perfect
H: W ho cou ld  w e s it here and m oan  ab ou t M a is ie if w e w ere a ll p erfect?
F: I m ean  I ’m  perfect, I ’m  perfect 
All: O h no, god
A: D o you  see G ra n a da  as a  relia b le em p loyer, tru s ted  em p loyer?
H: U p to n ow  yes  
All: Yes
D: I m ean  its  less  than  a  yea r rea lly, b u t yea h  
I: Yea h  u p  to n ow  
A: Th ey’re p retty good
F: W ell w e seem  to be su pp lied  w ith  everyth ing,
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H: W e got ou r n ew  overa lls  d id n ’t w e
F: w e ’ve never, no b u t w e ’ve n ever gone short o f clea n in g  m a teria ls , or like 
w e ’ve n ever b een  a llow ed  to w ea r trou sers , w h ich  w e ob jected  to w h en  you ’re 
clim b in g u p and dow n  u n d er b eds  and god know s  w h a t 
I: A n d  then  w e ’ve got
F: A n d  the first, the firs t tim e w e a sked  for them  th ey w ere th ere like, you
can  have d resses  if you  like, b u t er
I: W ell m os t o f the girls  have got h a lf and h a lf
F: Yeah , th is  is  w h a t I’m  saying, so w e ca n ’t gru m b le a t a ll
H: U p to n ow  th ey’ve b een  a lright h a ven ’t th ey
F: Yea h  a t eveiyth in g you  know , and I th in k  th ey seem  to be to lis ten ers  as 
w ell
H: A n d  an oth er th in g  th ey’ve got pens ions  and th in gs  like that, h a ven ’t th ey 
w h ich  erm 
F: I ’m  p a s t tha t
H: O h yeah , I kn ow  its  n ot for m e like, b u t I’m  ju s t saying, if you  w a s  
in terested , th ey do a  pens ion  now  
F: O h yea h
A: D id n ’t Pa ll M a ll do one?
D : No 
H: N o
A: H ave th ey got a n y su ggestion  schem es  th a t you  ca n ..a b ou t you r 
trou sers , or do you  ju s t go and tell you r m anager?
F: O h no, w e w ere asked, you  know  w e had  a  choice, w h erea s  b efore w e ’ve 
a lw ays  had  to w ea r the d resses
I: W ell it w a s  Pa ll M all, th ey d id n ’t have trou sers  no w a y
F: O r In itia l w ou ld n ’t w ou ld  they. It w a s  ju s t you  kn ow  u p  and dow n  a ll the
tim e
H: S om e o f th em  they w ere horrib le w eren ’t they
I: So w e m en tion ed  it to them , did th ey th in k w e cou ld  have trou sers , a n d  he 
sta rted  ta kin g the orders down , and show ed  u s  w h a t w e w ere gettin g and  he 
w a s  qu ite h a ppy ab ou t it
A: So if you  had  an y other su ggestions  ab ou t like how , the w ork  cou ld  
be done
F: If it w a s  rea sonab le th en  sh e’d lis ten  to u s, th en  if poss ib le th en  w e ’d get 
it w ou ld n ’t w e
I: Th a t’s w h y w e have a  m eetin g isn ’t it every 6 m onth s , if the girls  n eed  
anyth ing, or w a n t anything, anyth in g to discu ss, th ey see Pau line d on ’t th ey 
and  me, and w e ju s t have a  m eetin g like that, you  kn ow  w ork  it ou t th a t w a y 
A: E rm, ha s  the Tru s t got Inves tors  in  Peop le or a n yth in g like th a t 
D : O h  yes  the Tru s t is  Inves tors  in  People, is n ’t it 
A: B u t th a t d oesn ’t rea lly effect you ?
H: No 
I: No
A: D oes  G ra n a da  have any other tra in in g schem es  other th an  h ea lth  
and sa fety annu a l th ing, do th ey do N VQ s or..?
D : I d on ’t kn ow  
F: D on ’t kn ow  
I: Its  n ever  b een
H: I shou ld  im agin e so if you  w ere in to it 
D : W e’ve n ever heard  nowt, a t a ll 
H: B u t you  kn ow  w e’ve n ever k in d  o f
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F: It h a sn ’t tou ch ed  u s  yet has it
H: No, b u t n one o f u s  is  rea lly in teres ted  in  tha t are w e. I su ppose if there, if 
s a y there w a s  a  dozen  o f peop le tha t w a s  in teres ted  th en  th ere m igh t be.
A: Is  there anyth in g th a t th a t G ra na da  cou ld  do to a ddress  you r or 
im prove you  job  sa tis fa ction?
H: N o I d on ’t th in k  so 
D : N o I d on ’t th in k  so
F: You ’d have to go a  lon g w a y to find, to d ig som eth in g u p  I th in k  for that 
D : Yea h  you  w ou ld
F: I m ea n  m e its  like everyb ody says, I m ean  w e a ll com e to w ork  and  w e like 
a  m oa n  and  w h a t have you , b u t erm  person a lly spea kin g 
E: B u t w h en  you ’re a t hom e you  m iss  it you  th ink 
All: Yea h
F: Yea h  its  su rp ris ing
H: I d on ’t kn ow  ab ou t th a t th ou gh  D ot
E: O h you  do a fter ab ou t a  few  days, a fter a  few  days  I get b ored  a t hom e
H: D o you ? O h I d on ’t, I love m e job  and w ou ld n ’t do ow t else, b u t I d on ’t get
b ored  
E: O h I do 
H: N o I d on ’t
E: D on ’t you  Ja n et a fter a  few  days  
D: W ell I’m  b y m ys elf a t hom e, so I do 
E: So you  a re b ored
H: O h no, as m u ch  as I love m e job  I d on ’t m iss  it th a t m u ch , w h en  I’m  not 
here
D : O h I get b ored
I: E veryb ody’s d ifferen t thou gh  a ren ’t they 
F: N o w on d er la yin g on a  b loody b each  
H: I d on ’t la y on a  b each  
F: yea  you  do 
H: No, no I d on ’t
A: Is  it like the pa tien ts  th a t you  m iss , or you r co-w orkers?
F: W ell you r pa tien ts  com e in  sh ifts , som etim es  you  get a  n ice lot in  and  you  
kn ow  you  can  have a  lau gh  and jok e w ith , and a n oth er tim e you  get th e lot 
in  th a t’s qu iet, or expect, and  then  th a t m akes  it a  b it 
C: W ell th ey th in k  th ey’re in  hotel d on ’t they, yea h  
F: Yea h  
All: Lau gh s
F: An d  the trou b le is  you  know , you  ca n ’t do anyth in g a b ou t it, so you  ju s t
ca rry on as norm a l, b u t you  th ink its  tim e you  w ere goin g hom e
C: B u t you  d on ’t say a nyth in g to them  thou gh , you  kn ow  polite
E: B u t I ’m  on m a tern ity thou gh  so its  happy, you  see
A: An d  th ey d on ’t answ er b ack
All: lau gh s
E: Yea h  its  a  n ice h a ppy environm en t, you  see
H: Its  an occas ion  isn ’t it, th ey’re not sort o f ill u p  th ere a re they, its  d ifferen t 
on the w a rd s  rea lly isn ’t it, no on es  rea lly ill a re th ey on ou r w a rd  
F: You ’ve got to b e, I su ppose you ’ve got to b e ca refu l, as I sa y you ’ll get som e 
w h o’ll com e in  and have a  lau gh  w ith  you , then  som e others  w ho 
D : W h a t ca n ’t ta ke a  jok e
F: you  kn ow  and  you  can  sort o f you  ca n  sort o f p ick  them  ou t like, so 
oth erw ise th a t’ll b e a ll of u s  in  trou b le!
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Lau gh s
H: W h a t’s she like
C: M a is ie w ou ld ! She stands  on ora nge b ox *** som etim es  
F: Su re do
A: W h a t gets  you  ou t Q f  b ed  in  the m orn in g  to com e to w ork?
F: O h god!
F: A la rm  clock!
Lau gh s
I: Th a t w a s  sa id togeth er then ! N o I hate getting u p  in  the m orn ing, I th in k 
god  do I have to
C: W ell I n eed  the m oney, I need  the m on ey so you  m ake su re you ’re th ere 
H: It d oesn ’t b oth er  m e a t a ll the a la rm  goes  o ff and  I’m  u p, it d oesn ’t b other 
m e
F: I’ll h it you
H: I m ean  there is  m orn in g tha t 
F: 111 h it you !
H: W ha t?
F: 111 h it you  
H: W h a t for, it d oesn ’t!
F: Its  so easy, the a la rm  goes  off
H: W ell it is, w ell you  do d on ’t you . You  get u sed  to it d on ’t you .
I: S om e do som e d on ’t 
F: Its  au tom atic, isn ’t it 
H: Th a t’s righ t 
F: You  w a ke u p
H: I ’m  aw ake b efore the a la rm  anyw ay, so I ju s t sw itch  it o ff and  get u p, b u t 
I m ean  d on ’t get m e w rong, I’m  n ot saying I w a n t to com e to w ork, n ot a t a ll, 
b u t I ’m  u p, and  once I’m  here its good
I: I w a s  goin g to say once you  get here you ’re a lrigh t a ren ’t you , b u t you  
th in k  oh god  w ell I d idn ’t w a n t to com e
H: Yeah , its  a lright, its  sm a sh ing in it, w ell I th in k it is  anyw a y 
A: So for you  is it the peop le?
H: O h yea h
A: Pa tien ts  and co-w orkers  or 
H: Yea h
F: Yeah , b u t you  find  th a t w ith  a  lot o f u s, th a t if w e d id n ’t have then  th en  
w e ’d m is s  them , and  w e can  b e s lack you  kn ow  m a yb es  com in g u p  to 
C hristmas or holidays , w h en  w e try and get as m a n y ou t 
I: You  get b ored  d on ’t you
F: O h  it a lrigh t for 3 or 4 days, then  its  sta rts  the b oredom  sets in, you  kn ow  
you  find, I d on ’t kn ow  ab ou t you  lot, you  get fed  u p, tim e ha ngs  h ea vy 
I: W ell you ’ve got a ll you r w ork  to do thou gh
F: You  b ottom  you r w ard , you  kn ow  you  give you r w a rd  sort o f a  good  
b ottom in g, and its  still s lack, then  its ju s t, its, w ell I th in k so anyw ay, 
th ey’re long days, you  know . W herea s  w h en  you ’re ru n  o ff you r feet you  
th ink, ah  b loody hell I w ish  I w as  s lack, I d on ’t kn ow  a b ou t you , b u t its 
you rs elf you  ca n ’t even  it ou t can  you  
I: You  ca n ’t do it can you ?
F: Its  you rself, you  th ink la s t w eek  you  w ere w ish in g it w a s  bu sy, th is  w eek
its b u sy, you ’re saying, you  know
A: D o you  get opportu n ities  for overtim e?
All: O h  yea h
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H: A s  m u ch  as you  w a n t yea h  
D : Yea h  if you  w a n t it 
H: If you  w a n t it its  there
A: W h a t do you  get for overtim e, is  it tim e and a  ha lf?
H: No, its  tim e and a  h a lf w eeken d  is n ’t it
I: B u t ju s t ord ina ry
C: Is n ’t it dou b le on a  S u nday
I: For th e girls  tha t w ork  on a  w eeken d  yeah , I m ea n  if th ere’s a  girl th a t’s off 
on  a  S u nday, th ey b oth  get tim e and a  h a lf each  
A: La s t qu estion
G : O h com e on m ake it stretch, m a ke it ou t till 11 o ’clock then  w e can  go 
b a ck  and  have a  cu p o f tea  
All: Yeah , lau gh s
G : Th en  th a t’ll ta ke u s  till 25 p a s t 11
A: W ell you  can take you r tim e answ erin g  th is  one then , and w e ’re 
u s in g the flipch a rt as w ell, w h a t a spects  o f you r job  are m os t 
im porta n t to you ?
H: Its  p a tien t ca re
C: Yea h  yeah , pa tien t ca re I shou ld  th ink 
F: W ell the firs t th ing  to do is  to get in to a  rou tine, I th in k 
C: C lean lin ess  o f the w a rd  
F: I th in k
H: Its  ju s t pride, p ride in  w h a t you  do 
F: Yea h  
C: Yea h  it is
H: It is, it is  like w ith  me, I d on ’t have a  p erm a n en t w a rd  I go a ll over th e 
hosp ita l, b u t w h a tever w a rd  I go on, I do m y b es t to m a ke su re its  done 
properly, and its  ju s t pride in  you r w ork  
C: It is
H: Its  ju s t everyth in g ab ou t it, it can  be, th ere’s a  lot o f p eop le ca n  sa y oh I 
ca n ’t b e b othered , and I m ean  you  do get days  like that, b u t the res t o f it, its 
ju s t
G : O n the w hole
H: You  m ake su re its  clean, th a t’s righ t and its pa tien t ca re 
D : S a tis fa ction  
H: Th a t’s r igh t yea h
F: Th a t w h a t I a lw ays  say, b e’cau se w e can  a ll skive, b u t once you  w a lk  o ff 
G : I w ou ld n ’t like to th in k th a t I’d b een  a  w ork  a ll w eek, and  w h en  I leave, 
you  d on ’t do you
F: O nce you  w a lk  o ff you  th in k you ’ve done you r job , and  th a t’s it
H: Th a t’s right, you  kn ow  you ’ve done you r job  righ t
F: Yea h  its  pride m ore than anyth in g
H: Job  sa tis fa ction , th a t’s w h a t it is
All:
A: W h a t else
D : Pa tien t care, clean liness  o f the w ard, pride, job  sa tis fa ction
F: W ell I m ean  kn ow in g th a t th a t w a rd s  you rs  and  n ot h a vin g no com p la in ts
All: yea h
F: I m ean  th a t’s, I kn ow  w e’ve got sa tis faction , b u t th a t’s erm , yeah , you ’re 
p rotective o f you r ow n  w ard , litera lly. You  know  you  d on ’t, you  a sk  h ow  the 
oth ers  are goin g and w h a t have you , b u t you ’re still 
D : O h  you ’re m ore in teres ted  in  you r ow n w a rd
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F: Th a t’s it
D : Its  you r w ard , and th a t’s it
F: A n d  you  hope its  tidy and if you  sort o f get b u m ped  off, w ell n ot b u m ped  
o ff
Lau gh s
F: Th a t d id n ’t sou nd right, w ell w h y d id n ’t you  d ig  me. Like if you r w a rd  
closes  for som e reason , like you  know  som e h olida y tim e, you r w a rd  closes  
and  you  get sort o f b u m ped  off, and  you  go on oth er p eop les  w a rd s , you  
n a tter a ll the tim e you ’re dow n  there, no m a tter h ow  n ice the w a rd  is 
D : ‘C au se its  n ot you r w a rd
F: ’ca u se its  n ot you r w ard , and  the trou b le is  you ’ve got to a sk  peop le, 
w h erea s  on you r ow n  w a rd  you  can  go s tra igh t to a  d ra w er you  can  go 
s tra igh t to you r cu pb oard , w h erea s  if you  have to com e o ff you r w a rd  and  go 
on  som eb ody els e’s ’
E: Y ou ’ve to a sk everyth ing 
F: I m ea n  sh ort o f the floors
H: O h  yeah , it w a s  a lrigh t th a t w a rd  w a s n ’t it Ja n et?
F: You  kn ow  b u t its  ju s t you r ow n  w a rd  
D : Its  n ever  b een  the sam e s ince tha t
F: If you ’ve got a  w a rd  then  its  you rs , if you ’ve got p rid e in  you r w ork  then  
everyth in g else can  go to hell, its  as s im p le as that. I th in k  so a n yw a y 
A: If som eone like com es  a long, and  like you  sa id  its  a  m ess  on a  
M on d a y m orn in g a fter the w eeken d  sta ff, ca n  you  tell som eone th a t 
th ey’re
All: Yeah , yea h  w e do
F: W ell w e do b u t w e d on ’t w e ju s t b ang, cla tter and  thu d, the w eeken d  s ta ff 
the w eeken d  sta ff, u ntil its  a ll done to you r sa tis fa ction  
C: I m ea n  w h en  w e leave a  2 w e m ake su re everyth in g’s clean  and  p u t a w a y 
F: W e a lw ays  m oan  d on ’t we, lets  b e honest, no m a tter w h en  you ’re on  you r 
w a rd , oh look a t that. Its  b e’cau se th ey d on ’t do it the sa m e w ay, no tw o 
peop le w ork  the sam e w a y you  see, and th en  you ’ve got to rem em b er w h en  
the w eeken d  la sses  have gone off, th ere’s b een  a n oth er sh ift on, w h ich  is  the 
nu rses , and if th ey’ve b een  b u sy du ring the w eek, th ey’ll ju s t s lin g the pots, 
and all, and you  tend  to b la m e you  nigh ts , and it m igh t n ot b e th em  a t all, 
you  kn ow  w h a t I mean , so you  ju s t have a  m oan, and  then  th in k oh  get on 
w ith  it, and  w ith in  an hou r, its  a  thou gh  you ’ve b een  th ere for a  w eek . Th a t’s 
the b igges t th ing . M ind  you r kitchen, you ’d w ip e you r feet b efore you  go in  it! 
All: Lau gh s 
F: O h have you  seen  it
H: S pend  too m u ch  tim e it th a t’s w h a t it is, n ot like u s
F: O h I love a  clean  k itchen, b u t the you  get, you  see m y b igges t b u g if w h ere 
you  get you r doctors  rou nd, tha t com e firs t th in g in  the m orn in g 
H: O h I d on ’t b other
F: Th e hou se doctors , you ’ll 4 o f them  5 o f th em  tra ilin g rou nd  every m orn in g 
a b ou t h a lf p a s t 8, and you  ju s t get in  you r kitchen , and th ey’ll a ll com e in  for 
a  cu p  o f tea  toast, w h ich  you  d on ’t ob ject to, you  d on ’t tell th em  th a t like, 
you  kn ow  you  say com e in  and have you r cu p o f tea  and  toast, and  you  
th in k sod o ff let m e get on  w ith  m y w ork! B u t you  d on ’t den y th em  or 
a n yth in g like th a t you  know , its  little th ings  like th a t w h en  you  get s tu ck  
h a lf w a y th rou gh  innit, so apa rt from  th a t you  know  
A: Yea h
H: Its  spot on girls  isn ’t it
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All: Yea h
F: N o ca n ’t gru m b le over anyth ing 
C: If you ’ve got it done you ’re a lrigh t 
H: B y Frid ay you ’ve got it righ t h a ven ’t you  
Lau gh s
H: Y ou ’ll get there b y the end o f the day
C: Yea h  b u t you  w ou ld n ’t leave it like th a t you rs elf w ou ld  you ?
D : W ell I can  on ly w ork  to the s tanda rd  I’ve a lw ays  w orked  at 
C: Yea h  th a t’s me, yea h
D : C a n ’t w ork  to a n y other you  know , as m u ch  as 
C: An d  th ey think, how  com e you  left it like th is?
F: You  get you r ord in a ry retu rn  d on ’t you ? Yea h  b u t th is  is w h a t I ’m  sayin g 
V i, it is n ’t the lasses , m ayb e it isn ’t ou r la ss ies  th a t’s left it like that, th ere’s 
b een  a  n ightsh ift 
D : Its  the nu rses
C: Yea h  b u t th ey’re su pposed  to keep  a ll the rolls  in  th ere 
E: Yea h  b u t th ings  like th a t the nu rses  d on ’t 
F: Th ey d on ’t th ey have cleaners  at hom e d on ’t th ey 
C: Th e nu rses  d on ’t do ow t like tha t 
D : N o th ey w on ’t 
E: Th ey d on ’t care
C: So its u p  to the dom estic to see a ll everyth in g’s p u t righ t 
D : S pecia lly w h en  th ey b oil m ilk  over, ooh 
F: O n a  m orn in g
C: An d  b u n gin g w a s te d is posa l righ t to the top, n ow  th a t’s a n n oyin g 
H: S h e’s a  m oa n in g little sod is n ’t she 
C: No, no I d on ’t leave it like tha t
F: You  ca n ’t sw ing a  b loody ca t rou nd  thou gh , I ca n  u n ders ta n d  if it w as  
dow n  there, b u t you  ca n ’t sw in g a  ca t rou nd  in  them  kitch en s  dow n  there 
All:
A: W h a t else is  im porta n t in  you r job , is it p a y a  m otiva tor or job  
secu rity or
F: Job  secu rity’ the m a in  th ing I th ink
I: You  kn ow  none o f u s  has  m en tioned  p a y b efore, th a t’s how  sa tis fied  w e are
D : You  m u s t b e h a ppy w ith  you r pa y
I: Yea h  ‘cau se its  n ot b een  m en tioned
D: W e forgot to m en tion  tha t d id n ’t w e
H: Yea h  ‘cau se its  n ot a  prob lem
F: You  got sadd led  w ith  a  righ t lot d id n ’t you  p et
H: You  d on ’t kn ow  w h a t you  let you rs elf in  for w ith  th is  lot I tell you
F: Th a t’ll tea ch  you  to be nau ghty, now  you  kn ow  h ow  I feel
H: N o I ca n ’t th in k o f ow t else, a ctu a lly sorry go on
F: W ell w e ’re looked  a fter a ren ’t w e and w e ’re secu rity con sciou s  a ren ’t we, 
w e a ll h ave ou r ow n  keys, and w h a t h ave you  like you  know , b u t then  as I 
s a y th ey com e b a ck  dow n  to the office 
C: O h m in e d on ’t I ’ve still got m ine, lau gh s
F: B u t as  I say w ith  clean in g stu ff, you  cannot, you  ju s t ca n n ot fa lter, you  
kn ow  from  cloth s  to bu ckets, m ops, you  get clean  m ops, I kn ow  it sou nds  
trivia l
A: No, no you r equ ip m en t its  th ere for you  
All: Yea h
F: You  ju s t ca n n ot gru m b le at all, so I m ea n  clean  m op s  m a yb e tw ice a  w eek,
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th ey get taken  hom e and b oiled  and w h a t h ave you , I m ea n  she did  lis ten  to 
u s  over  u s in g the flu ffers . I m ean  w h en  th ey firs t cam e on th ey took ou r old 
d ry m op s  o ff u s  and th ey pu t u s  on to w h a t w e ca ll flu ffers , you  know , now  
w e a ll com p la in ed  ab ou t them , and to u s th ey d id n ’t do the job  right, and  yet 
she lis tened  to u s  and w en t s tra igh t b ack 
D: M m m  took  th em  a ll o ff d id n ’t they
F: M m  took them  a ll o ff and  w en t s tra igh t b a ck  to ou r d ry m ops  w h a t w e 
w ere u sed  to, you  know , so its  th in gs  like th a t th a t h elp  the job  a lon g 
A: D o th ey go in  for an y o f these aw ard schem es , you  kn ow  like B est 
C leaned  Kitchen?
H: No, you ’d have a  riot on here 
I: No, th ey d on ’t do th ey 
F: N o th ey d on ’t
E: You  cou ld n ’t do th a t ‘cau se you  leave a  clean  k itchen , and  10 m in u tes  
la ter
I: it can  be fu ll o f pots
C: Pots yea h
D: It n ever stops  clean
F: D on ’t you  find  th a t’s w h a t ‘cau ses  friction?
A: W h a t a  com petition?
F: Th a t kind  o f th ing yea h  
A: H ea lth y com petition
F: N o you  see it w ou ld n ’t b e h ea lth y com petition , here like m y kitch en  as  I 
say, its  n ever ever clea r ‘cau se I have w hat, I can  h a ve 14 pa tien ts  a  d a y
com in g in  for an tigram s  or w h a t have you , the firs t th in g th ey have to do
w h en  th ey com e dow n  is  have a  cu p o f tea , then  w h en  th ey com e b a ck  
th ey’ve got to have tea  and toast, and its ju s t one cons ta n t, so con sequ en tly 
D : You  n ever have a  clean  kitchen  
F: You  n ever have a  clean  kitchen  you  see
A: No its  m ore like b etw een  Tru sts , a  com petition  b etw een  Tru s ts  
I: No, the Tru s t com es  rou nd  and checks the k itchen  n ow  and  then  
F: O h yea h
D: C heck the clean liness  yea h
I: C heck the clean liness , b u t I m ean  th a t’s n ow t to do w ith  a  com petition  or 
a nyth in g
F: The on ly th in g the friend, the friend liness  is  a t C hristmas w h en  th ey have 
the w ard, for the w a rd  decora tions  then  th ey com e rou nd  and  ju d ge th en  for 
H: W ho w on  th is  yea r?
F: 7
H: Aga in !
F: It w a s  a  toss  u p b etw een  them  and I th in k  it w a s  w a rd  10 
I: 10
F: 10, w e sa id  it w a s  fixed
H: O h I b et it w a s  th ey’ve w on  it for yea rs
D : 5 yea rs  I th in k on the trot
F: Yea h  b u t I tell you  w hat, th ey take 5 days to p u t it u p, and its  er 
D : O h yea h  th ey ju d ge the w a rds
I: I th in k th a t’s qu ite u n fa ir thou gh  you  know , b e’cau se som e o f the n u rses  
d on ’t get a  h ell ins chances  o f pu tting decora tions  u p 
F: N o n ot on  ou r w a rd s  
D : N ot th is  yea r
I: So th ere’s on ly like 3 and 4 o f them  th a t can
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D : W e d id n ’t la s t yea r, w e w ere too b u sy 
I: Th a t’s got an y sort o f decora tion  
A ll
D : Th ey los t ou t M a rga ret th is  yea r, th ey los t it a ll
E: W ell th ey d id, th ey’ve b een  tha t b u sy th ey ju s t h a ven ’t got the tim e to do it 
F: It has b een  hellish  th is  Christmas, w h eth er it w a s  th e flu  or w h a t 
I: W ell I m ea n  I th in k  there w a s  on ly w a rd  7, w a rd  10
D : Ph ys ioth era py’s com ing on  ou r w a rd  and w e’ve got reh a b ilita tion  a t one 
side
I: N o decora tions  u p  a t a ll ‘cau se th ey cou ldn ’t get th em  u p 
D : Th ey h a ven ’t got tim e on ou r w a rd
F: W ell th ere w a s  th a t flu , and as I say to m e its  ju s t n ot w orth  it, b e ’cau se I 
th in k th a t’s w h a t ‘cau ses  friction  
H: C au ses  a rgu m en ts
A: D oes  G ra n a da  have an y like S ervice Level Agreem en ts  like w h ere 
th ey have to com e and ch eck  you r w ork?
H: G et m on itor and checked  d on ’t we. Like it m igh t n ot b e you r pa rticu la r 
w a rd  for the w eek, b u t its  a ll on com pu ter and it a ll depend s  on  w h a t w a rd
com es  u p, it m igh t b e w a rd  6 for 3 w eeks  
F: It u su a lly is!
Lau gh s
D : Its  like w e on ly get told  if w e doing a  b ad  job , you  kn ow  so th e m on itorin g 
I: B u t th a t’s from  the Tru s t 
F: Th e Tru s t yea h
H: B u t as I sa y it m igh t be done for 3 w eeks  and th en  for the n ex t 6 w eeks  it
m igh t n ot b e, it m igh t com e dow n  to 20 or 
F: Keeps  you  on you r toes  and th a t d oesn ’t it
H: B u t I m ea n  you ’ve still got to do it, so th ere’s no poin t th in kin g oh w ell I 
w on ’t do it th is  w eek  b e’cau se its  got to b e done 
D : Its  m akes  no d ifference w h eth er w e’re going  to b e m on itored  
H: Th a t’s righ t, th a t’s it
F: Keeps  you  on you r toes, ‘cau se lets  fa ce it w e ca n  a ll skive, I ’m  b een  
h on es t and you  can 
H: E veryb ody can
F: S om etim es  you  com e to w ork  and you  th in k oh god I ’ve got an  h ea da ch e 
H: You  kn ow  w h a t you  ca n  get a w ay w ith  and w h a t you  ca n ’t 
F: B u t you  kn ow  th a t you ’re goin g  to b e m on itored  
C: So you  d on ’t
H: W e d on ’t have m a n y b ad  m on itors  thou gh  do w e?
F: No
H: Ju s t the odd  little da ft th in g rea lly
D : You  get to ld  d on ’t you  on w h a t you ’ve b een  fa iled  on
All: O h yea h
D : A n d  then  you  ca n  rectify it ca n ’t you , if you  kn ow  w h a t you ’ve b een  fa iled  
on
H: It w ere the little da ft th ings  is n ’t it, b u t n ow t m a jor a re they, th ey’re ju s t
little s tu p id  da ft th ings
D : Like top o f fire extingu isher and
H: Th a t’s righ t yea h
F: An d  cob w eb s
H: C ob w eb s
F: W h ich  com e over k itchen  door, w heels , th e trolley w heels . I look  a t h er
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and  I th in k I ’ve b een  there leave m e a lone. She m a kes  h a b it o f that, and 
w h en  she com es  in  the kitchen  I can  see her look  righ t in  the corner, and I 
sa y I h a ven ’t done it yet, th en  a ll o f su dden  s h e ll b e ta lk in g to m e ju s t 
s ta n d in g na tu ra l and  you  can  ju s t see h er hand  go a lon g like th a t and  s h ell 
go, its  b een  done 
H: C ra fty 
D : Th ey’re cra fty 
F: N ot b ein g n a s ty 
A: Is  th a t the inspector?
F: No, th a t’s ou r w h a t b loody hell, its  n ot na sty, she kn ow s  sh e’s d oin g it 
and  w e kn ow  s h e’s d oin g it like, b u t its  n ot nasty. B u t as I sa y w e get a  list, 
if th ere is  a  lis t and th en  w e ll p u t it righ t and th a t’s it 
A: H a s to b e done 
All: O h yea h  
F: Too tru e
A: C an  w e order them  into w h a t’s im porta n t to the lea s t im p orta n t to 
you  in  you r job  
F: E r I th in k
I: I th in k  yea h  top is  job  sa tis fa ction
F: No, no job  secu rity first, tha t second
D: Th en  job  sa tis fa ction  second
H: Pa tien t ca re
D : Pa tien t ca re
F: C lean liness  o f the w a rd
D : C lean liness  o f the w a rd
C: O h yea h
D: E r
H: Pay
Lau gh s
D: Yea h  get th a t in  yea h
F: Yea h  the b ottom  one
D : Th en  you r relia b le em p loyer
E: Th en  you r ow nersh ip  o f the w a rd  is n ’t it
All: Yea h
I: Yea h  th a t’s it
A: Th a t w a s  qu ick
B : Th a n k  you
A: An yth in g else w e h a ven ’t looked  a t tha t you ’d like to a b ou t you r job  
sa tis fa ction
F: Yea h  m e w a lk in g  b a ck  u p th a t h ill u p  there, is  anyone goin g  to give m e a  
lift
La u gh s
H: S o r iy M a ise 
I: G et you r b ike yea h
A: A re you  h a ppy w ith  prom otiona l p rospects  th a t’s w h a t w e h a ven ’t 
looked  at, are th ere a ny or a ren ’t you  b othered?
F: Th ere isn ’t rea lly any p rom otion  
All: No
D : th ere is n ’t rea lly is  there no
A: D id you  b ecom e a  su pervisor from  b ein g a  dom estic?
I: Yeah
A: W h en  did, h ow  lon g  h ave you  b een  a  su pervisor?
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I: A b ou t 3 yea rs  now
C: An d  I w ou ld n ’t like to b e one
N o
F: Th ey take a  lot o f fla ck, ‘cau se they d on ’t get m u ch  m ore th an  u s,
D : ‘C au se like I say th ey w ork  for it you  know
C: Yea h  th ey do
A: S pecia lly b een  a  h ands  on
C: W ell good  lu ck  to you  B etty if you  w a n t to do it
Lau gh s
D : She does  yea h
A: H ave you  got any
H: G ot anyth in g
B : N o I d on ’t th in k  so
A: I th in k w e ’ve looked  a t everyth ing
B : Yes
F: Th a t poor la dy h a sn ’t got a  w ord  in  edge w a ys  
Lau gh s
D : Th e qu iet one
B : I’m here to ju s t ca tch  u p  the th ings th a t she forgets  to say 
F: O h  righ t
B : An d  w ith  a  ta lka tive b u nch  like you  
Lau gh s
H: So th a t’s you r a n sw er M a is ie 
Lau gh s
C: W e a ll look  a t M aisie
F: W h y look  a t m e? I ’m  a  good girl I am!
Lau gh s
A: O ka y th a n k you  very m u ch
1. Job  secu rity
2. Job  sa tis fa ction
3. Pa tien t ca re
4. C lean liness  o f w a rd  / Pride
5. Pay
6 . Respons ive em p loyer - lis tens  to su ggestions  &  acts
7. Relia b le em p loyer
8 . O w nersh ip  o f w a rd
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T R UST  D - East  Y o rk sh ire  Co m m unit y  H e alt h  NH S T rust
25 t h  January  1999
P OR T ER S
Presen t : Lou is e (A)
Liz (B)
C hris  (C)
M a lcolm  (D)
A: D o you  do porterin g a ll a rou nd  the h osp ita l?
D: Yea h , th ere’s on ly one o f u s  on the sh ift so w e h a ve to 
A: O kay, lau gh s
D : Th ere’s n ot a  lot o f porters  on th is  s ite, its  one every sh ift 
A: Right, so
A: M y firs t qu estion  is  w h a t do you  like ab ou t you r job ? You  h a ven ’t 
got th em  a ll th ere (they’re lookin g a t the agenda )
C: E rm , you ’re sort o f left to get on w ith  it, th ere’s no b od y rea lly b os s in g you  
ab ou t, you  know , once you ’ve lea rn t the job  th en  you  ju s t get on w ith  it, you  
kn ow  th ere’s n ot a  rea lly lot o f p ressu re is  there rea lly?
D : Th ere’s n ot a  lot o f p ressu re no 
A: So th ey tru s t you  to get on w ith  it?
C: Yeah , yea h  th ey do rea lly 
A: H ow  lon g have you  w orked  here?
C: 7 yea rs  now
D: 5 and a  h a lf som eth ing like that, b u t th a t’s d ifferen t s ta ges  I ’ve gon e from  
secu rity a t W estw ood , to b ein g a  porter here to b ein g a  h ead  porter, th a t’s 
ju s t cau se no one w an ts  the job  th a t’s the u su a l w a y 
All: lau gh s  
C: M m m
A: N o one w a n ts  the portering?
D: N o one w a n ts  the head  porter 
A: O h righ t
D : I m ea n  p orterin g’s great, its  a lright, its  good, you  get to m eet peop le and  
everyth in g else, b u t at the end o f the day, top and b ottom  line is  th ey d on ’t 
p a y you  enou gh  m on ey for w h a t you  do..I m ean  w e w ork  one p orter on  a  
shift, so th a t m ea ns  he covers  m ovin g pa tien ts , ru b b ish  rou nds , m ovin g 
pa rcels  from  site, pos t in  the m orning, m ilkrou nd , deliverin g  m ilk , on -ca ll on 
you r b leep  for fu rn itu re m oves  or anyth ing like that, I m ea n  th a t’s w h a t w e 
do, w e do everyth in g on the site.
A: Q u ite b u sy then?
C: C ha n gin g cylinders
D : C ha n gin g cylinders, so w e are qu ite bu sy. I m ean  som e days  w e m igh t 
have a  da y w h ere you  know , b u t 9 tim es  ou t o f 1 0 ,1 m ea n  everyon e says  ‘oh 
you  a lw ays  ju s t s it in  th ere’ and th a t’s a ll you  do, b u t th ey d on ’t see 
everyth in g else th a t w e do, so w e ru n a rou nd  d oin g th is  and d oin g  tha t, b u t 
th ey on ly see you  for one, the on ly other tim e th eyll see you  is w h en  th ey 
com e u p s ta irs  and  ca tch  you  sa t there, and th ey th in k  th a t’s a ll you ’ve done 
a ll day 
Lau gh s
A: So are you  a  head  porter did you  say?
D : Yea h
A: H ow  lon g h a ve you  b een  that?
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D : S ince S eptem b er
A: Lau gh s , a  n ew  one..so you  w orked  you r w a y u p  
D : W ell
A: W ell, it w a s  lu m b ered  on you  (lau ghs)
D : W ell, I w ou ld n ’t say w orked  you r w a y u p, it w a s  ju s t the job  w a s  th ere 
and  th ey w ere short s ta ffed  and  it w as  like w e kn ew  the job s , so w e w en t into 
th em
C: C harlie retired  d id n ’t he
D : C ha rlie retired , the chap  b efore and its  like, w h o w a n ts  to b e b a n k  porter 
a nd  it w en t to C hris , C hris  sa id  no I d on ’t w a n t it, so I sa id  w ell I’ll h ave it 
then, b u t then  aga in  you  w ish  to you rs elf som etim es  no I d on ’t w ish  I h a d  it 
A: So w h a t extra  respons ib ilities  are on tha t?
C: Its  w h en  peop le are on s ick
D : Its  w h en  p eop le’s on s ick  its  m y job  to get som eone in to cover, and  if I 
ca n ’t get som eone to cover its  for m e to com e in 
C: Like Friday
D : Like Friday, I done it like Friday, C h ris tm as  tim e, th ere’s the w a ges  to 
sort ou t and  the tim e sheets  to send  them  o ff in, and  virtu a lly its ju s t 
everyth in g th a t com es  th rou gh , I w on ’t say w h a t I n orm a lly sa y in  fron t o f 
you  (lau ghs) everyth in g com es  th rou gh  like to you  and  th en  you  ju s t p u t it 
on  the noticeb oa rd . In  other w ord s  the b u ck stops, you  kn ow  it com es  dow n 
and  it h its  you  and th a t’s it, and  th a t’s w h a t you ’re th ere for 
A: M m m
D: I m ea n  b a s ica lly everyb ody does  the same, a pa rt from  the la d  th a t’s on 
th e pos t or the lad  th a t’s on the specim en s. A ll th e sh ift porters  does  exa ctly 
the sam e as everyone else does, so w e a ll do the sam e, w e a ll from  6 till 2, 2 
till 10 and n ights  
A: Right 
C: 3 sh ifts
D : So w e do 3 shifts , I m ean  6 till 2 you ’re bu sy, 2 till 10’s you ’re 
C: b u sy on a  n igh t
D : Yea h  you ’re b u sy on a  n ight, you ’re b u sy a fter 5 o ’clock  a fter everyon e’s 
gone hom e, you ’re bu sy. You ’ve got to lock  u p, sort p os t ou t, d elivery the 
pos t dow n, take med. records  dow n  there, delivery x- ra ys  and  then  com e 
b a ck  u p  and sort w h a tever posts  com e th rou gh  from  B rid, and  th en  you ’ve 
got to com e rou nd  th is  s ite and lock it u p, and then  do secu rity checks  
A: H ow  m a n y b eds  a re there here 
D : B ed  w ise
C: Th ere’s on ly w a rd  1 now
C: I d on ’t kn ow  how  m a n y’s on there do you ?
D: Th ere’s 4 cu b icles , 1, 2, 3, 4, 8 ab ou t 17 b eds  
A: 17
D : B u t th a t’s a ll th ere is, th a t’s virtu a lly it., a  lot o f ou r w ork  is  dow n  a t the 
b ottom  end w ith  p u sh in g pa tien ts  b ackw ard s  and  forw a rd s  from  m in or 
in ju ries  and x- rays , or ta king them  from  w a rd  1 dow n  for x- rays , 
ou tpa tien ts , phys io 
C: Ta ke them  to phys io
A: So w h a t do you  like ab ou t you r job , did you  tell m e (lau gh s )?
D : W ell, I m ea n  there is  the m eetin g o f p eop le and the d ifferen t va riety o f 
th in gs  in  job s  th a t you  do, b u t a t the end o f the da y it gets  a  little b it 
s tress fu l w h en  peop le s ta rt saying  do th is  do that, do th a t and  it starts  
creep in g u p and creep ing u p. I m ean  its  n ot too b ad
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C: B u t you  n ever kn ow  w h a t’s goin g  to happen  next 
D : Th a t’s it
C: You  kn ow  ab ou t it a ll m ovin g across  in to m a tern ity?
A: N o
C: Th ere’s qu ite a  lot o f changes  in  2 m onth s  time, you  see a ll b ottom  ends  
clos in g dow n  its  a ll m ovin g in to m a tern ity w h ich  m oved  a  cou p le o f yea rs  ago 
to C astle H ill, so you  ju s t d on ’t kn ow  w h a t’s rou nd  th e corn er you  know ,
D : So to an sw er you r qu estion , w e d on ’t get to find  ou t u n til th e la s t m inu te,
w e are and  everyb ody else
C: Forgot a b ou t a t times, w e are
D: everyb ody else kn ow  w h a t’s going on b u t u s
C: like phys io, xray, m in or in ju ries  have a ll b een  show n  rou n d  it
A: excep t you
C: W e h a ven ’t b een  in  there s ince th ey s ta rted  d oin g it u p, you  know , its  
n ea rly fin ished  n ow  b u t th ey h a ven ’t rea lly to ld  u s  a  lot. Th ere cou ld  be 
som eb ody’s job  on the line you  know , I th in k there cou ld  b e one job , you  
kn ow  the specim en , th ey cou ld  p u t h is  job  onto u s  bu t, th ey d on ’t keep  you  
in form ed  m u ch , th a t’s one o f the p rob lem s  I th in k 
A: H ave th ey m erged  then  is  tha t w h y th ey’re m ovin g to C astle H ill?
C: N o
D : A p p a ren tly the m ergers  on a t the m om en t, and  th is  is ju s t from  hearsay, 
th is  is  w h a t w e get to find  ou t from  drivers , and th in gs  like that, w e d on ’t get 
to find  ou t from  the Tru st, is  tha t S ca rb orou gh  and  B rid lin gton  are su pposed  
to b e m erg in g, C as tle H ill and  Llew ellyn  are su pposed  to b e m ergin g 
A: Yea h  I knew  th a t one
D : W ell, w e ’re in  the Tru s t you  see, w e ’re w e ’re su pposed  to b e m ergin g w ith  
H u ll and  H olderness  I th ink 
A: O h righ t
D: D on ’t qu ote m e on this  thou gh, b ecau se as I say w e d on ’t know , w e ’ll be 
the la st to find  out, w e ll com e in  one da y and th eyll say you ’re w ork in g for 
H u ll and  H olderness  now  and th a t’s it. So w e d on ’t get to find  a  lot ou t 
A: N o
C: B ecau se w e ’re n ot in  a  u n ion  or ow t are w e 
D: N o th a t’s another th ing
A: Y ou ’re n ot in a  u n ion, is that, w a sn ’t a  u n ion  offered  to you  or 
D : No
C: No, n ever has  b een
A: W ou ld  you  like to b e in  a  u n ion?
D: Yeah , oh yeah , it’d defin itely s tand you  in  good  stead, especia lly in  a  p la ce 
like this , I m ean  som e o f the lads, w e u sed  to have secu rity on th is  s ite, and  
som e o f u s  w ou ld  b e gu a ran teed  4 yea rs . I m ean  I w a s  one o f them  th a t w as  
there w h en  th ey sa id  to u s  you ’ve got a  4 yea r con tract, ca u se th is  con tra ct 
ru n s  for 4 yea rs , and the Tru s t tu rned  rou nd  and  sa id  w e d on ’t w a n t 
secu rity, w e ll pu t it onto the porters  a t n igh t tim e, so them  la ds  w en t, n ow  I 
w ou ld  have b een  one o f th em  lads  going if it h a d n ’t b een  for th e fa ct th a t I ’d 
m oved  from  secu rity side to the portering side, b u t th a t w a s  ju s t a n oth er 
th in g I m ean  they ju s t sa id  to u s ...cau se w e are con tra cted  ou t 
A: W ho to?
D: Triden t 
A: Righ t
D : and  b ecau se th ey sa id  to Triden t w ell w e d on ’t w a n t s ecu rity a n ym ore, w e 
d on ’t th in k  its  w orth  it give it to the porters . Th is  is  a n oth er th in g you  see,
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give it to the porters , and it goes  on  and goes  on and  goes  on . So a t the end  
o f the da y you  end  u p w ith  m ore and  m ore job s . I m ea n  to s ta rt o ff w ith  its  
grea t its  grea t I m ea n  you  com e in  you  see peop le, you  ta lk  to people, th a t 
s ide o f the jo b ’s grea t you  m ove a rou nd and do th ings , its  ju s t the th in gs  
w h en  th ey s ta rt saying, ‘ooh  and ju s t th is  m ore and  ju s t th is  and  ju s t th is ’, 
so a t the end  o f the day you  end  u p  w ith  m iles  and  m iles  o f job s , th a t they 
expect you  to do in  a  sh ift 
A: and  th ey w on d er w h y th ey’re n ot
D : W ell th a t’s right, and if its  n ot done in  you r sh ift then  it p a sses  on to the 
n ext one th a t’s com in g on, so he fa lls  b eh in d  and  it goes  on and  goes  on and  
goes  on . I m ea n  w e do m ore clea n ing n ow  on a  n igh t tim e th a n  anyone else 
C: Yea h  yea h  th ey’ve p iled  a ll the clea n in g on to u s  
A: H ave they?
C: Yea h  b u ffin g u p  floors  and that, polish in g u p  floors  w ith  m a ch in es  and 
that, b eca u se a  lot o f th a t w ork  is  in volved  w ith  th ose th a t’s clos in g dow n  so 
w h a t th ey goin g to have u s  doing in stead  o f that, th ey’ll b e th in kin g o f 
som eth ing 
A: So
C: So you  a ren ’t kep t in  the p ictu re rea lly 
A: B u t you ’ve got dom estics  here?
C: O h  yea h
D : O h  yeah , no w e’re the dom estics  now . D om estics  fin ish  a t 1 and d on ’t 
com e b ack on aga in  till 4, so if th ere’s a  ...I d on ’t k n ow ....Ill take like for 
in s tance som eone had  b een  s ick once in  the toilet. So th ey’d ra n g m y b oss  
u p  and m y b oss  had  sa id  oh yes  h e ll go and do it. So o ff w e go and  th ere’s 
an oth er job  for u s  to do. Th ey ju s t cu t dow n  and cu t dow n  and  cu t down , I 
m ean  th eyll p rob a b ly sa y its  n ot them. Th e T ru s tll s a y w ell its  n ot u s, its 
you r a ctu a l firm , so you  never know  w h o’s tellin g you  the tru th  or not., and 
then  w e ju s t get to clean  and  clean  and m ore clean in g. I m ea n  on a  n igh t 
tim e, w h a t w a s  it?, w ith  tha t key and the doctors, he s a y’s th ere’s a  key., 
w e ’ve got an on -ca ll doctor on a  n igh t time, ou t o f su rgery th ey ca ll it, and 
th ey w eren ’t su pposed  to b e, w ell th ey got a  key in  the end, b u t to s ta rt o ff 
w ith  it w a s  su pposed  to b e for u s, and w h a t th ey sa id  to u s  w as , w ell w e sa id 
w e’re goin g to b e dow n  th ere every two m inu tes  b a ckw a rds  and  forw a rds  
lettin g h im  in  and ou t,’ w ell d on ’t do now t on a  n igh t tim e do you ?’
A: A p a rt from  b u ffin g the floor
D : W ell th is  is  it you  see, b u t peop le d on ’t see you  doin g that, so th ey th in k 
w h a t w e do on a  n igh t tim e is  it u p there, s it in the lodge and  d on ’t go ou t. I 
m ea n  on a  n ight tim e th ere’s bu ffing, th ere’s clea n in g the ra m p th a t’s a cross  
th ere nea r w a rd  1 w h ich  is  a  fu ll length , you ’ve a lso got 3 secu rity ru n s  to 
do, I m ean  its  n ot so b ad, b u t you  pa trol th is  s ite b y you rself, th ere’s no one 
else, I m ea n  you  m igh t ha ve 3 nu rses  on, a ll lad ies  on w a rd  1, a ll lad ies  on 
B ea ver Lodge, so if you  get in to an y trou b le, if you  b u m p  in to anyone th a t’s 
n ot su pposed  to be on the site, its  you  and  you ’ve got a  radio, and  th a t rad io 
rad ios  th rou gh  to w a rd  1 or B eaver Lodge 
A: W here the lad ies  are
D : B u t the poin t is, a t the end o f the day if you ’re gettin g a ttacked  th ey’re n ot 
goin g  to b e ab le to com e out. I m ean  th ey’re a ctu a lly there to ca re for 
pa tien ts , so th ey’re n ot a llow ed  to com e o ff the w a rd  anyw ay, so you ’re ju s t 
s tu ck in  no m an s  land.
C: It is  a  b it r isky a t tim es  
D : It is  isn ’t it
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A: Y ou ’re ju s t there to b e seen  to b e pa trollin g as w ell 
D : Th a t’s righ t and its  a  w ide open  space, I m ea n  a n yb ody cou ld  com e in, 
th ere’s n oth in g to stop anyone from  com in g in  o ff th e site, cau se its  n ot 
fenced  off. I m ea n  you ’ve got the W estfield  ou t the b a ck  here, you ’ve got the 
road  th a t ru n s  th rou gh  ju s t a ll the tim e. Its  not as  b u sy as it u sed  to be 
thou gh  is  it?
C: No
C: N o n ow here nea r
C: Th ey u sed  to do a  lot o f thea tre w ork  you  know  w h en  m a tern ity w a s  here, 
you ’d sort o f have to take them  in  like, and  clean  u p a fter th ey’d had  ba irn, 
you  kn ow  ta ke them  b a ck  to bed, and th a t’s w a s  a b ou t an  h ou r and h a lf’s 
w ork  every tim e you  got one like so, cou ple o f them  a  n igh t kep t you  goin g 
D : So w ork  d ropped  o ff
C: So th a t side o f it has  dropped  off, th ere’s m ore clea n in g and less  m ovin g 
pa tien ts  and th a t rea lly
A: W h a t is  it th a t you  rea lly, w ell m y n ext qu estion  w a s  w h a t do you  
d is like ab ou t you r job ?
Lau gh s  
A: S pecifica lly
C: E rm  its  the sam e old th in g - m oney, you  kn ow  you ’d like a  
D : A  lot m ore
C: A n oth er £40 - £50 a  w eek, you  know , b u t it’d n ever happen
D: A n d  to b e to ld  w h a t’s going on, th a t’s the m a jor th in g
C: W e get fu rth er and fu rther, w ell you  kn ow  I th in k  ou r a vera ge p a y rise is,
w e get £2 a  w eek, you  ju s t getting fu rther and fu rth er b eh in d  peop le
A: D o you  get overtim e opportu n ities
C: N o
D: S tanda rd  ra te, its  not dou b le tim e or its  n ot tim e and  a  h a lf
A: So if you ’ve got to cover som eone sh ift., its  ju s t norm a l
D : I ju s t get a  fla t ra te, oh yea h ..a n d  then  the ta x  m a n  takes  it o ff me, so its
not, a ll you ’re rea lly doing  is  coverin g for  the fa ct is  you ’ve got to cover
b ecau se w e need  som eone on the site
A: H ow  long ha s  Trid en t had  the con tract?
D: Th is  w ill b e the 4th  yea r, or som eth ing like that. Th is  is a  4 yea r con tra ct 
and  th is  is  their 4th  yea r
A: So th is  is  their la s t yea r? B efore th ey go ou t to ten der a ga in  or 
D : A s  fa r as w e know , b u t as I say aga in , it like w e ’re kep t in  the dark, 
m u sh room s
C: Th ere’s no s ick p a y n oth in g like that, w h ich  there w a s  
A: Is n ’t there?
C: No, if you ’re o ff then  
D : S ta tu tory
A: H olida y pay, do you  get that?
D: Yea h  b u t w e get holiday, w e do 4 shifts , w ell w e h a ve 4 lots  o f m on ey 
shou ld  I say, w e d on ’t do 4 shifts, w e have a  w eeken d  rate, a  n igh t ra te and  
then  a  w eeken d  n igh t ra te and a  b as ic, b u t th ey w on ’t p u t th em  4 togeth er 
for you r holida y pay, you  get the low est ra te 
A: H ow  m a n y days  h olida y do you  get?
D : 15
C: 3 w eeks  th a t’s a ll you  get 
D : No, b ecau se its  n ot 3 w eeks  
C: 15 days
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D: 15 days  if you  d on ’t w ork  sh ifts , if you  w ork  M on da y to Frida y then  its  15 
days, b u t if you  w ork  sh ifts  and  you  go on you r h olida ys  a t n igh ts  you  do 7 
on  the trot, so you  go on 2 till 10, so you  doin g 12 in  2 w eeks  so you ’ve got 3 
days  for the res t o f the yea r 
A: C or
C: Yea h  its  poor, .w e’ve got poor cond ition s  
A: So b efore Trid en t had it 
C: G ra n a da  had  it 
A: W ere th ey an y b etter
C: Yea h  th ey w as , if you  got 10 days  if you  w ere o ff 10 days, you  got u p  to 10 
days  on fu ll pay, er w e’d have got u p  to 4 w eeks  h olida ys  if th ey’d have still 
b een  there you  know , th a t w a s  du e to go u p  w h en  th ey los t the con tract, w ell 
th ey d id n ’t p u t in  for it 
A: W ere the ra tes  o f pa y the sam e?
C: W ell th eir ra tes  o f p a y w ere the sam e am ou nt, som eth in g like £3 .60  a ll 
the w a y throu gh. Its  b etter in a  w a y now  b ecau se you  get m ore on  a  
S a tu rda y n igh t than  w h a t you  do like on a  M onda y a fternoon , you  shou ld  
you  kn ow  thou gh
D: You  w on ’t get peop le ta k in g s ick leave ju s t for goin g ou t on a  S a tu rda y 
n igh t
C: So th a t schem es  b etter, b u t apa rt from  th a t the h olida y p a y and  s ick  pa y 
a re w orse rea lly. 3 w eeks  isn ’t en ou gh  holidays . I h a ven ’t had  a  w eek  o ff 
s ince Au gu st, you  kn ow  you  w ork  a ll you r b a n k holidays , C h ris tm as  you  
know . Th a t is  one o f the w orse th ings  the h olida y p a y and  the s ick  pay, th a t 
is p retty poor
D : A  prim e exam p le is C h ris tm as  day th is  yea r, no b oxin g da y th is  yea r .
Th ey sw apped  b oxin g da y th is  yea r 
A: To w ha t?
D : To the S a tu rday 
A: O h yea h
D: An d  changed  it so you  got pa id  w eeken d  ra te on a  M onday 
C: So you  d id n ’t even  get dou b le tim e for a  b a n k h olida y 
D : You  got dou b le tim e for b oxin g  d a y on the S a tu rday, b u t th a t p rob a b ly 
w orks  in  fa vou r for the firm , cau se th ey’ll have less  peop le w ork in g on a  
S a tu rda y than  th ey w ill have on a  M onday, so th ey sw apped  it rou n d  
C: An d  th ey’ve got it a ll w rote in  the, cau se I d id n ’t th in k  th ey cou ld  do it, 
b u t th ey’ve got it a ll w rote in  h a ndb ook  like you  kn ow  
A: In  the sm a ll p rin t
C: Yea h  w here w e can  m ake it b a n k  h olidays  w h en ever w e like 
D : Th ey can  sw ap  them  
C :Its  cra zy
D : B u t w e’re n ot h a p p y for the firm  w e w ork  for
A: H ow  sa tis fied  are you  w ith  the nu m b er and va riety o f ta sks  in  you r 
job ? Too m a n y o f them , too few ?
D: W ell th is  is  the poin t you  see, you ’re h a pp ier b eca u se you ’ve got 
som eth ing to do, you ’re n ot sa t dow n a ll the tim e, b u t th ere a ga in  you ’re n ot 
h a ppy w ith  as m a n y as you  get.
A: So you ’d p refer few er <
D : W e’d p refer few er as lon g as it kep t you  goin g r igh t th rou gh  the day, n ot 
so you ’ve got a  b ig b rea k w h ere you ’re sa t dow n. I w ou ld n ’t say I ’d like few er, 
b ecau se I ’d be sa t on m y b u m  m ayb e 2 or 3 h ou rs  a  d a y and  th a t’d b e no 
good  cau se you  ju s t get b ored, I’d like few er b u t still h ave them  sp rea d  ou t
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a ll th e w a y th rou gh  the tim e, so th a t you  actu a lly get m ore you  get m ore o f 
w h a t you ’re d oin g and  w h a t you ’re w ork in g for 
A: Y ou ’re h a ppy w ith  the va riety?
D: O h  yeah , th e va riety’s a lright, b ecau se you  get to do d ifferen t job s  and f 
m eet d ifferen t p eop le and th a t’s grea t side, its  ju s t these little job s  th a t likes  
p u ttin g on, pu ttin g on top and d oin g tha t and d oin g th a t 
A: A re you  h a ppy w ith  the va riety?
C: O h  yeah , yea h
A: W ou ld  you  like to b e m u ltiskilled  like as a  w a rd  ass is tan t, w here 
you  do portering, ca tering, clean ing, dea lin g m ore w ith  the pa tien ts , 
m in or hand iw ork, a ll in  one job ?
D : W ell,
A: A p a rt from  the b u ffin g o f the floor
D: W e do do clea n in g and w e do m ove pa tien ts
A: N o ca terin g
D: N o ca terin g cau se its  con tracted  ou t aga in  you  see, m ind  you  sa yin g  th a t 
w e m ove the food  boxes, from  the k itchen  b elow  u s  to w a rd  1 and  B ea ver 
Lodge, so w e a ctu a lly do m ove food  b oxes  ou t as w ell 
A: D o you  give th e food  ou t
D : W e d on ’t give the food  w e m ove the food  ou t, so on to the w a rd s  
A: B u t you  are dea lin g w ith  the food
D: W e a re actu a lly, w e pu sh  it from  one p lace to the other
C: Yea h  tra nsport it, b u t d on ’t d ish  it ou t
D: D on ’t d ish  it ou t, b u t w e do tra nsport it across
A: So you ’re p ra ctica lly m u ltiskilled  then
Lau gh s
A: W h a t do you  th in k o f the Tru s t as an em p loyer ..or Triden t?
D: Trid en t ooh
C: Trid en t..n ot very good  rea lly are they
D: No, I m ea n  I’ve seen  m y boss , s ince I’ve ta ken  over I’ve seen  m y b os s  tw ice 
A: S ince S eptem b er 
D : S ince S eptem b er
C: S h e’s b a sed  a t B rid  isn ’t she. Th e su pervisor for the a rea  you  kn ow  
D: B u t sh e’d p rob a b ly tu rn  rou nd  and say th a t’s b eca u se I w ork  shifts , b u t 
I’m  h a ppy for m e n ot to see her, you  know  w h a t I m ean , I ’m  ju s t gettin g on 
and  w e ’re gettin g th rou gh  everyth in g’s ru n n in g sm ooth ly, b u t a t the end  o f 
th e da y she n ever com es  dow n  to see you  
A: B u t you  h a p p y for
D: I ’m  h a p p y for h er not to com e dow n  to see me, yeah . It’s a  b it like C a tch  
22 th a t one
A: W h a t a b ou t the Tru s t as an em p loyer?
D: I w ou ld n ’t a ctu a lly m ind  if it w en t to b a ck  in to in -h ou se ju s t to see it 
w ou ld  go like, ju s t to have the Tru s t as  em p loyers  
A: B efore G ra n a da  w a s  it in -h ou se?
D : I d on ’t th in k  its ever b een  in -hou se has  it, it m a yb e w h en  it firs t s ta rted
b u t I d on ’t know
C: A  few  yea rs  ago it w as
D: B u t I’d like to see it go b ack in -hou se
A: Ju s t to see
D: Ju s t to see w h a t w ou ld  happen  
A: Is  er dom estics  ou tsou rced  as w ell?
D : D om estics  are Triden t w ith  u s. Triden t have con tra cts  for clin ics,
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ga rden in g, W es tw ood , B rid , and a ll the hea lth  cen tres  
C: A ll the hea lth  cen tres 
D : So its  a  b ig con tract 
A: D o you  feel va lu ed  b y them ?
D: N o 
C: N o
A: N eith er Tru s t nor Triden t?
D: N eith er Tru s t n or Triden t?
A: D o th ey trea t you  fa irly as an em p loyee?
D: I d on ’t th in k  h a lf o f then  kn ow  th a t w e’re here. I h on es tly th in k h a lf o f 
them  d on ’t kn ow  w e’re here. A lr igh t th ey see you  w a lk in g a rou nd, b u t th ey 
d on ’t kn ow  w h a t job  you  do, and you ’re ju s t a  n u m b er th a t you  rin g to m ove 
som e fu rn itu re. I m ean  th ere’s som e peop le like A m a n d a  w h o you  b u m p  into 
w h o you  have to w ork  w ith  on a  con s ta n t b as is , and  th en  you  get to kn ow  
them , b u t m os t o f the oth er peop le they d on ’t kn ow  w ho you  are, th ey ju s t 
rin g you  u p  and  you ’re a t the end o f a  phone, if th ey w a n t a  job  d oin g you ’re 
th ere to do it, th a t’s b a s ica lly w h a t its  like
A: Is  th a t cau se you  don ’t h ave m u ch  con ta ct w ith  the peop le w h o rin g you  
u p
D: Th e on ly tim e w e see an yb ody is  if w e w a lk  in to an office. I m ea n  its  like 
w e ju s t w a lked  in to there, and knocked  on the door 
A: W ho are you ? lau gh s
D : Th a t’s right, peop le ju s t go hm m  yeah , so you  ju s t th in k ob viou s ly peop le 
d on ’t kn ow  w h o you  are and w h a t you  are, so as fa r as  th ey’re con cern ed  you  
cou ld  b e ja ck  the lad, and th a t’s it is n ’t it 
A: W hat, is  A m a n d a  you r su pervisor 
D : A m a n d a
C: S h e’s H otel Services
D : H otel Service M anager, so she dea ls  w ith  con tracts , so sh e’s sees  m ore, 
sh e’ll ta lk  m ore to m y b oss, and if th ings  are not goin g right, then  sh e’d 
p rob a b ly ta lk  to m y b oss  and  m y b oss  w ill ta lk  to me. it’ll w ork  th a t w a y 
rou nd.
A: So if you  had  a  p rob lem  or anyth ing, w ho w ou ld  you  go to?
D: W ell w e’re su pposed  to go to m y b oss  firs t 
A: To Triden t 
D : Trid en t 
A: N ot A m a n d a
D: No, it ju s t depends  w h a t it is, and no no you ’ve got to go and see Trid en t 
firs t th ou gh  h a ven ’t you  rea lly, th ey’re the ones  w ho em p loy u s  a t the en d  o f 
th e day. Th e Tru s t em p loys  them  th rou gh  the con tra ct b u t Trid en t em p loy 
u s.
A: So do you  ju s t r in g  them  u p, th ere’s no b od  you  ca n  ta lk  to?
Lau gh s
A: No, ju s t a t the end o f a  phone 
D : Th a t’s righ t you  rin g u p
A: Right, do th ey keep  you  in form ed  a b ou t releva n t developm en ts?
D : No
C: No, defin itely not
D : No, w e d on ’t actu a lly know , if they a ctu a lly kn ocked  th a t b u ild in g dow n  
over there w here w e are now , w e w ou ld n ’t h a ve a  clu e w here w e ’re goin g . W e 
d on ’t kn ow  w h a t’s goin g  to happen  on n ights  w h en  th ey have, if th a t p la ce 
open s. W e d on ’t kn ow  w here th ings  are in  th a t p la ce to s ta rt o ff w ith . W e ’ll
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b e the w ors t b eca u se w e’re su pposed  to go in  there and pu sh  pa tien ts  from  
p la ce to p lace, and  w e ll b e ru n n in g a rou nd  w ith  a  m ap  in  ou r pockets , goin g 
its  ju s t rou nd  th a t corner there.
A: So are th ey kn ock in g  th a t p la ce dow n?
D : W ell th a t’s an oth er th ing, w e’ve hea rd  ru m ou rs  o f ru m ou rs , w e ’re 
su pposed  to m ove over to cottage, no w e ’re s taying w h ere w e are, so w e ’re 
still none the w iser, a ll w e can  rea lly say for su re th a t sa fely, is th a t th e post 
room  w ill s tay w h ere is  it, b u t th a t’s ab ou t it.
A: Er, I w a s  goin g to say a re you  sa tis fied  w ork in g for the
C: I m ean  w e ’re sa tis fied  b u t w e d on ’t h a ve a  lot o f choice rea lly
D : Th a t’s it, its  m on ey a t th e end  o f the day, and th a t’s the b ig  m otiva tor at
th e end  o f the da y
C: W e’ve had  one or two porters  left for b etter pa id  job s , and a  lot o f th em  are 
ou t o f w ork  n ow
D : W e’ve ju s t got one th a t’s com e b ack in . H e left to go for a  b etter job  
C: W e’ve had  tw o th a t’s com e b ack 
D : Yea h  and h e’s b a ck  aga in  n ow  porter in g 
A: So you  see it as a  secu re?
D: W ell no n ot a t the m om en t, to b e hones t 
C: Fa ir ly
D : Its  fa irly secu re u n less  
C: U n less  you ’re la s t one in 
D : u n less  you ’re la s t one in  and then
C: H is job  cou ld  be d odgy if th ey cu t b ack a  b it, b u t w ith  u s  b ein g in  qu ite a
w h ile n ow  w e ’re fa irly secu re, a ren ’t w e 
D : It virtu a lly w orks  la st one in  
C: it u su a lly w orks  like tha t
D : Is ou t, if ow t goes. W e d on ’t kn ow  if th ey’re goin g to cu t hou rs , m a ke u s  
go onto con tinen ta l shifts , I m ean  it opens in  2 m on th s  tim e 
A: R igh t and you  d on ’t know  anyth in g
D: A n d  w e ’re still none the w iser w h a t’s goin g to happen . I m ea n  th a t’s and
b a s ica lly you  can  b la m e the Tru s t for that. S om eone from  th e Tru s t can 
com e across  to ju s t say to u s  look  lads  th is ’d is w h a t’s goin g to happen , and 
its  goin g  to go like th is ’.
A: A m a n d a ’s n ot sa id  a nyth ing to you  
D : No 
C: N o
D : Th e on ly person  th a t know s w here h e’s goin g is  th e specim ens  lad.
C: I th in k  h e’s a sked  h a sn ’t he. he w a s  getting a  b it w orried  w a s n ’t he 
D : H e w a s  getting a  b it w orried  cau se o f h is  job , b eca u se he w a s n ’t a ctu a lly 
on a  m ap. I m ean  th is  is  h ow  good it is, th ey’ve got a  m a p  u p, and  h e ’s h a d  
to look  at th a t m ap  to see if h is  specim en  room ’s there 
A: An d  its  not
D : A n d  its  n ot on it, and he w a s  still none the w iser u n til he had  to ask.
A: Th a t’s n ot very good. W ou ld  you  recom m end  it as  a  good  
em p loyer .. .Triden t?
D: Trid en t no 
C: No
A: W h a t ab ou t the Tru s t?
D: Its  the sam e aga in  you  see, I m ean  at the m om en t w e ’re look in g in to th is  
th in g w here w e ’re goin g in to a  n ew  p lace and no ones  to ld  u s  an yth in g, so at 
the m om en t no. If som eone cam e across and told  u s, look  la ds  th is  is  goin g
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to h a ppen  and  you r going to go there and you  11 still goin g to b e here, 
p rob a b ly yeah , b eca u se rea lly I m ean  th ey d on ’t b oth er u s  in  th a t situ ation, 
b u t th ey d on ’t tell u s  anyth ing th a t’s goin g on . So yes  and no.
A: S p lend id  isola tion  
D: It is
A: A re you  sa tis fied  w ork in g w ith  you r su pervisor and m anager?
C: Ju lia  M arsh  
A: Th a t’s Trid en t w om a n ?
D: No, sh e’s n ever ab ou t
C: She d oesn ’t like you  a sking th ings  you  kn ow
D: W ell w e do w e do w e do like to b e left a lone so you ’re gettin g on  w ith  you r 
job , b u t its  a lso h a n dy like s tu ff like, w e had  to a sk  W E  had  to ask, th a t in  
A p ril w ill w e get the £3 .60 m in im u m  w age. W ill w e get the 4 w eeks  holidays , 
th ey w eren ’t forth com in g w ith  this, so w e ’ve had  to a sk  this , and  a ll th ey say 
is th a t if you ’re goin g  to get it you ’ll get it 
A: Th a t’s their  answ er?
D : Th a t’s their a nsw er
A: H ave you  got no su pervisors  here then  in  the Tru s t 
D : no
A: none a t all. So you  cou ldn ’t go to A m a n d a  w ith  prob lem s , you  h a ve to go 
to the w om a n  
C: No
D: Y ou ’d have to go to the w om an , and  if you  w a n ted  to go h igh er th a n  her, 
th en  you ’d go over h er and go to the Regiona l M a n a ger or A rea  M a n a ger 
A: Right, is, h a ve you  had  a ny b ad experiences  w ith  th e su pervisors?
C: N o I h a ven ’t
D : C a n ’t say I have, no. I know  w e ’ve had  p etty ones  
A: Petty ones?
D: Yeah , w ell w e have a  TV  in  the Porters  Lodge, and  w e u sed  to h a ve it on 
a ll day, no one w ou ld  a ctu a lly s it and w a tch , u n les s  you  w ere on  a  d a y b rea k  
C: W e’d get d rivers  u p, d on ’t w e
D : W e’d get d rivers  u p, and  th ey’d a ll s it a rou nd  and w a tch  it on  a  m orn in g 
b efore th ey w en t ou t. O ne day the b ig b oss  com e down , so the b ig  b oss  
w a lked  in to the room  and saw  a ll these drivers, and  I th in k  it w a s  w h en  w e 
on ly had  one d river and one porter th a t u sed  to w ork  for Tr id en t. B lew  his  
top, b u t ou r su pervisor w ou ld n ’t tell h im  th a t it w a s n ’t a ll porters  in  there.
So th ey sa id  righ t cu t the TV  off, so w e sa id  fa ir en ou gh  cu t the TV  off, w e’re
n ot b oth ered , p u t the radio on. Ju s t for a  b it o f b ackgrou n d  m u s ic
C: Th en  th a t w a s  th a t
D: C u t th a t off, and you  have n oth in g
A: Y ou ’re n ot a llow ed  a  ra dio?
D: W e’re n ot a llow ed  a  radio 
C: N ot b etw een  8 and 5
D : 8 and 5, w e ’re n ot a llow ed  a  radio or a  TV . A fter 5 o ’clock w e ’re a llow ed  
one, and  b efore that, b u t n ot in  the hou rs  b etw een  8 and  5.
A: W h y w h a t ha ppens  b etw een  8 and 5. Is  th a t the m ain ..
D : B ecau se o f the Tru s t
C: B ecau se th a t’s the hou rs  th a t th ey w ork  is n ’t it. B eca u se if th ey com e in  
and the telly’s on, w ell she d id n ’t actu a lly say w e cou ld n ’t h a ve it on  a n y 
other time, b u t I a sked  and  she sa id w ell u se you r d iscretion , and  th a t’s 
w h a t she w a s  m ea n in g w a s  w h en  they a ren ’t there you  ca n  w a tch  it like on  a  
w eeken d
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A: Th a t w a s  the su pervisor?
D : yeah , b u t as for the rad io w e got now here 
C: B u t the rad io I th ink tha t w a s  rid icu lou s
D : Its  ju s t p etty like, b ecau se w e got one over. W e’d actu a lly p u t the rad io on 
a nd  th ey’re th in kin g oh I d id n ’t th in k a b ou t the rad io, b u t if you  w a lk  rou nd  
the site in  som e o f the offices  th ey’ve a ll got rad ios  on 
A: So th a t’s th em  thou gh , th a t’s Trid en t ra th er th an  the Tru s t 
C: Yea h
D : W ell w e th in k  its  Triden t. W e d on ’t kn ow  if its  the Tru s t, its  the sam e 
aga in  n o- on e’s ever told  u s  w h o’s told  u s  to tu rn  the TV  o ff and  w h o’s told  u s 
to tu rn  the radio off. So w e ’re ju s t saying  its  Triden t, w h erea s  it cou ld  b e the 
Tru s t.
C: I th in k  its  Trid en t
D : I th in k  its  Triden t, ju s t b ein g petty
A: D o you  th in k  th a t th ey trea t you  w ith  respect thou gh
D : No, th ey d on ’t th ou gh  do th ey
A: D o th ey take you  for gran ted
D : Th ey ju s t take you  for a  m u g. Its  like I w a s  sa yin g b efore a b ou t the s ick 
and  th ey ra n g  m y b oss  u p  and he says  yea h  h e ll do it 
A: W ith ou t look in g a t w h a t
D : Th ey even  ra n g  m y b oss  b efore they even  com e and  see me, to m a ke su re 
th a t th ey w ere clea r tha t w e w ere going to do it.
A: Is  th a t a ll b u reau cracies , like the channels  th a t th ey h ave to go th rou gh? 
D : W ell, you  w ou ld  have th ou gh t th a t th ey’d have ra n g u s  firs t to see if, and 
w e ’d have sa id  yea h  w e ll clean  it or no. An d  then  th in k  oh w ell h e’s sa id  no, 
so w e ll go to h is  b oss  and find  ou t w h a t h e’s got to do, b u t no th ey w en t to 
m y b oss  firs t to m ake su re it w as  a lrigh t and then  w en t b ack 
A: D o you  have to log a ll the extra  job s  th a t you  get?
D : W e log every job  tha t w e do, no one looks  a t it 
A: Is  th a t for Triden t, no one looks  at it
C: Its  rea lly for the b enefit o f you  b ecau se you  kn ow  the job s  b een  done, you  
kn ow  the n ext sh ift know s w h a t’s b een  happen in g, you  can  open  u p b u ild in g 
on a  w eeken d  and  he com es  onto his  sh ift and he know s  th a t th a t’s to lock  
you  know . So you  w rite dow n  m ore for you r ow n b en efit d on ’t you  rea lly, 
m essages  and that, and th en  you  can m ake su re job  have b een  done th en  
D : Th a t’s w h a t its  for
A: D o you  feel a pprecia ted  w ork in g for the Tru s t? Are th ey a  fa ir 
em p loyer
D : E rm, I su ppose th ey a re fa ir rea lly, I m ea n  w e ’ve got ou r gripes , and  m ean  
everyon e’s goin g to have a  gripe, no m a tter w h a t it is, you ’re a lw ays  goin g  to 
gripe a t you r boss , so it m akes  no d ifference rea lly. In  som e w a ys  yea h  b u t in  
other w a ys  no you  know . Its  like the th in g w h en  you  w a lk  in to a  room , 
everyon e’s ju s t w h o’s tha t
A: I m ea n  u su a lly porters  are w ell know n  b ecau se th ey are 
D : Th a t’s right, its  like som etim es  s ta ff’ll change left r igh t and cen tre, so you  
ju s t you  d on ’t kn ow  do you , b u t I su ppose w e do dea l w ith  the Tru st, b u t w e 
d on ’t dea l w ith  the Tru s t ou tright, ou r m a in  th in g is  like Triden t. I m ea n  the 
Tru s t w ill give u s  ou r job s  to do and w e ju s t go and  do them . It’s like 
A m a n d a  w ill send  m e a  m em o th rou gh  sayin g th a t I n eed  a  fu rn itu re m ovin g 
som eth in g like that, so w e ju s t go ahead  and do it, b u t er, as m u ch  as 
w ork in g for the Tru st, you ’re ju s t going th rou gh  Trid en t a ll the tim e 
A: So do you  feel a pprecia ted  w ork in g for Triden t?
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D: No
A: W h a t do you  th in k m otiva tes  peop le to w ork  for Trid en t or the 
Tru s t?
D : C erta in ly no., w ell I su ppose it is  m on ey a t the end o f the da y b ecau se 
you  n eed  m on ey to do w h a t you  w a n t to do, even  th ou gh  its  a  p oorly pa id  
job , you  still need  the m oney. I m ean  you  w a tch  the new s  and  you  see the 
nu rses  sh ou tin g ou t for m ore cash  and then  you  rea lise w h a t you ’re getting, 
and  you  th in k you ’ll n ever get the ra ise. E very m on ey th a t com es  in to this  
Tru s t, the firs t peop le th ey’re goin g  to p a y is  the nu rses, the porters  a ren ’t 
goin g  to get it.
C: O u r p a y rise, ou r n orm a l p a y r ise is 4th  o f Janu a ry, and w e ju s t h a ven ’t
got it h a ve w e
D : W ell w e w on ’t get it
C: B ecau se o f the m in im u m  w a ge
D : £3 .60
C: B u t you ’re n ever in form ed , b u t it shou ld  still go u p sh ou ld n ’t it 
D : O h yeah , b u t it w on ’t thou gh
C: B u t w e ’ve n ever b een  told, w h y w e h a ven ’t got, ju s t th ey a ren ’t goin g  to 
p a y it b ecau se o f the m in im u m  w a ge is com in g
D: B u t you  see th a t’s th e Tru s t then, b ecau se the Tru s t p a y Trid en t and th en  
Trid en t p a y u s. Alrigh t, so its  n ot going  to be, I m ean  th ey’re a re goin g  to 
take so m u ch  o ff w h a tever the Tru st, th ey’ve b een  con tra cted  for the Tru st, 
b u t a t the end o f the day. I m ean  w e w ere su pposed  to have a  rise la s t time, 
b u t th ey sa id  to u s  you  can  have it, b u t the tru st ha s  got no m on ey so you  
ca n ’t have it yet.
A: A n d  you ’ve s till n ot seen it?
D : O h w e got it a t the end  of the day
C: A b ou t £2 a  w eek
D: A b ou t £2, th a t’s 5 pence an hou r
C: B ecau se w e ’ve had  3 d ifferen t con tractors  in  the 7 yea rs  I’ve b een  here, for 
the firs t yea r o f ta k in g over a  con tract th ey d on ’t h a ve to give you  a  rise, so 
th a t’s 3 yea rs  ou t the la s t 7 th a t w e h a ven ’t even  got a  rise, and  the other 4 
yea rs  w e ’ve got £2, £2 .60 you  know  
A: D o you  get a  cos t o f living rise?
C: W ell its  su pposed  to b e infla tion , b u t b eca u se you ’re on a  low er w a ge it 
m ayb e w orks  ou t w h a t £2.60 or som eth ing like th a t 
D : A n d  you ’ll n ever see the Tru s t going for the h igh es t one w ill you  
A: No
D : I m ea n  th ere’s ru m ou r now  saying ou r b oss  h a s  got to sa ve £20, 000.
A: Rea lly, Trid en t b oss , righ t
D : Th a t’s w h a t th ey’ve p rom ised  the Tru s t th a t th ey’ll do. Th rou gh ou t 
everyth in g th ey own. I m ean  w e’re dow n to a  b a re m in im u m  on  clean in g, on 
porters  - w e ’ve on ly got 2 b ank porters , 2 o f u s  go ill, the one on h is  d a y o ffs  
com in g in, b ecau se w e ju s t h a ven ’t got, w e h a ven ’t got 2 b a n k  porters  w e ’ve 
got one. I a sked  for the b a n k porter to b e changed  in  a  15 day b lock, so th a t 
one 5 days  on 6-2, 3 days  on 2-10, 3 days  on n ights , 3 days  on  p os t and 3 
days on specim ens. An d  they told  me, you  ca n ’t do th a t b eca u se its  too 
expensive, b u t th ey’re w illin g to give m e the 3 days  here and the 3 days  
there, so w e do a ctu a lly get the 15 days, b u t a ll sp read  ou t, so I ju s t ca n ’t 
see the m en ta lity, I m ean  th ey’re going to p a y the m on ey a t the end  o f the 
da y its  ju s t th ey d on ’t w a n t to p a y it in  a  b lock. So u n less  th a t’s b eca u se 
th ey’[ve got a  b u dget from  the Tru st, and if th ey h a ve th ey’ve spen t th a t
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b u dget, and if th is  is  their fou rth  yea r, th is  is  their  fina l yea r on  th e con tract, 
so as fa r as w e can see th eyll do everyth ing to keep  the con tract, so if the 
Tru s t tells  them  to cu t £20,000, th eyll cu t £20,000.
B : D o you  th in k th ey w ill keep  the con tract?
D: W e d on ’t know , I d on ’t th ink so. I m ea n  if th ey d on ’t keep  the con tra ct 
C: No, I d on ’t th in k  th ey w ill
D : If th ey d on ’t keep  the con tract, then  w e ll get changed  w h erever w e go to a  
TU PE  con tract, so th a t m eans  w e m a y n ot b e 
C: W e m igh t b e w orse off, w e d on ’t know
D : W e m igh t n ot be, w ell w e ll still get £3 .60, w ith  th is  m in im u m  w a ge 
com in g in  in  April, so w e ll still get £3 .60, b u t th a t m ea ns  ou r h olid a ys  m a y 
b e d ropped , so th a t’s 
C: Th ey ca n ’t d rop  them  anym ore 
B : Th ey ca n ’t cou ld  they?
D: W ell it depends  w h ich  firm  com es  in  thou gh  d oesn ’t it 
C: No, its  3 w eeks , m ayb e 4 w eeks  next yea r, th a t com es  in  N ovem b er 
D : B u t th a t’s not, th a t’s n ot law  
C: It is
D : 4 w eeks  is  n ot law  
C: It is  n ext yea r 
D : Is  it?
C: Yea h
D : So w e ll get 4 w eeks  
A: B u t th a t’s on ly cau se its  law  
C: Th a t’s n ext yea r
D : Th a t’s on ly cau se its  law , if it h a d n ’t h ave b een  law , w e ’d s till..I d on ’t 
th in k  in  the 4 yea rs  that w e ’ve w orked  for Trident, w e ’ve n ot h a d  a  rise on 
holidays , th ey’ve n ot a ctu a lly sa id  to u s 
C: No, its  a lw ays  b een  3 w eeks  
D : Its  a lw ays  b een  3 w eeks  
A: 15 days
D : W ell th a t’s w h y I sa id, C hris  says  3 w eeks  and I sa y 15 days , cau se if you  
follow  a  n igh t sh ift w h ich  is  7 days, and then  you  get w h a t 3 days  o ff 
C: 2 days o ff
D : 2 days  o ff and you ’re goin g on to 2 till 10s you ’ve got a n oth er 4 days, and 
th a t’s like you r 2 w eeks  u p, so you ’ve spen t..I m ea n  111 goin g a w a y th is  yea r 
and  for m e to go a w ay its  goin g to cost m e 12 days, so 111 have 3 days  left, I 
go in  A u gu s t for the res t o f the year, I Ve got 3 days 
C: Its  n oth in g is  it
D : I m ean  the Tru s t m u s t rea lise w h a t th ey do, b u t you  d on ’t see the Tru s t 
saying, w ell h a n g on a  m inu te 
A: So w h a t is  it th a t m akes  you  stay?
D : Its  m on ey is n ’t it, you  ca n ’t chu ck it, a t the end  o f the da y 
C: W e h a ven ’t got th e skill, w ell I h a ven ’t 
D : W e h a ven ’t got the skill
C: You  look  for the odd job , you  know  you ’re a lw ays  look in g and  you  a pp ly 
for the odd  one, b u t er
D : A t the end  o f the day its  m oney, you  ca n ’t w a lk  ou t on  a  job  now . You  
cannot w a lk  ou t o f a  job  and th in k w ell I d on ’t ca re and  I w a lk  ou t and 111 go 
and  get a nother one, cau se you  ju s t w on ’t. I m ean  w e ’ve ju s t h a d  one o f the 
b iggest em p loyers  in  th is  tow n  cu t their s ta ff b y h a lf - AB I 
A: H ave they?
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C: C a ravans
D : C a ra va ns , w en t b ankru pt 
C: Th ey w ere ou t in  B everley
D: So th ey’ve cu t their s ta ff b y ha lf, so th ere’s h a lf th em  b lokes  look in g for 
w ork  and if th ey ca n ’t m anage it then  th ey ca n ’t m a n a ge it, and  the m os t I 
can  get is  lab ou ring, so you  kn ow  you ’re in, w ell in a  w a y you  kn ow  its a  sa fe 
environm en t, w e think, b ecau se th ey’ve ju s t m odern ised  a ll th a t 
A: C au se you ’ll a lw ays  need  h osp ita ls  d on ’t you
D: W ell w h o ’s to say tha t th ey’re n ot goin g  to shu t it dow n, in  tw o yea rs  
tim e? I m ea n  th ey’ve shu t C ottage dow n  th a t u sed  to be in  B everley, w h ich  
w a s  a  sm a ll hosp ita l th a t’s shu t dow n, b ecau se th ey say w ell C astle H ill’s 
close. B u t there aga in  ha vin g sa id  that, w e ’ll b e the la s t to kn ow  a b ou t tha t 
as  w ell.
A: D o you  have like tra in ing schem es , do Triden t, I m ea n  you ’ve got 
you r liftin g and  you r h a n d lin g and th a t sort o f th in g 
C: Yeah , w e ’ve got that, w e ’re d oin g them  a ren ’t w e 
A: A re th ey annu a l th ings?
C: W ell, no I’ve on ly ever b een  in  one in  7 yea rs , on ly b een  on one 
A: W h a t w a s  th a t lifting 
C: Yea h
D: Th a t’s if you  do you r b a ck  in  you  ca n ’t cla im . Th a t’s w h a t th a t w a s  for 
C: I th in k th a t som e o f the lads  h a ven ’t, have they. W ell I ’ve on ly b een  on 
one, b u t I b et Pau l h a sn ’t b een  on one since h e’s b een  here 
D : No he h a s n ’t, cau se there isn ’t one 
A: No Fire?
C: yea h  w e get one o f them  once a  yea r
D : Y ou ’ve got to do th a t once a  year, got to b y la w
C: F ire’s p retty good, th ey’re p retty keen  on th a t a ren ’t they, b u t the
hand ling, I b et th ere’s n ot m a n y porters  b een  on h a n d lin g cou rse here
D : 3
A: D id you  get like indu ction  tra in in g for w h en  you  firs t s ta rted?
D: No, you  knew  the job  and you  w en t in  
A: O h righ t
D : I a ctu a lly sta rted  as secu rity and cau se I gave the lads  a  hand , b ecau se 
w e w ere b ored  sa t in m a tern ity rea lly th a t’s the b a s ic th ing 
C: You  u sed  to com e and help  u s, you  u sed  to kn ow  the job s  d id n ’t you  
D : and  you  ju s t got to kn ow  the job . So w h en  the job  cam e u p, th ey sa id  to 
u s  do you  w a n t a  porters  job , so I sa id oka y 111 ta ke it, w ell you  kn ow  w h a t 
you ’re doin g so o ff you  go. I m ean  som etim es , the k id  th a t w e took  a s a  b a n k  
p orters ’ had  3 days  on 6 till 2, b u t Triden t w ou ld  w ish  m e n ot to give h im  
th a t I d on ’t th ink, th ey ju s t like them  in  for a  day.
A: So th ey’ve got a  days  tra in ing?
D : W ell he got 3 days  tra in ing cau se I a sked  for him , b u t if I ’d h ad  sa id  to 
th em  he can do it, Trid en t w ou ld  have sa id  oka y go on  then.
A: W ith  no days  a t a ll?
D: No 
Lau gh s
A: Th ere’s no N VQ s or s tu ff like that?
C: No 
D : No
A: H a s the Tru s t got Inves tors  in  People, do you  know ?
D: H a ven ’t got a  clu e, if th ey have w e d on ’t know .
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A: I th in k th ey w ou ld  have told  you  if th ey had
D: Th ey h a ven ’t told  u s, w ell, I d on ’t know , if th ey have th ey h a ven ’t told  u s 
A: I d on ’t kn ow  th a t’s som eth in g  to b rag ab ou t thou gh , Investors  in  People, 
n ot th a t its  w orth w h ile or anyth ing, b u t it is  som eth in g to b ra g ab ou t 
Lau gh s
A: Is  there a ny sort o f su ggestion  schem es  th a t you  can  tell Triden t, if 
you  th in k som eth in g can  b e done b etter, w ou ld  you  ju s t go ahead  and 
do it?
D : Ju s t go ahead  and do it 
A: A n d  th ey w ou ld n ’t
D : W ell no b ecau se, the on ly th in g  th a t w ou ld  h a ppen  is  the fa ct is  th a t if 
you  w a s  doing..I d on ’t kn ow  if the Tru s t th ou gh t you  w ere doin g it w ron g 
then  th ey w ou ld  com pla in  to Triden t, b u t apa rt from  th a t 
A: So you  ca n ’t tell the Tru s t you  have to go th rou gh  Trid en t w ith  an y 
su ggestions
D : W ell I m ean , to b e qu ite h on es t th ere’s n ot a  lot to su gges t in  th is  job  is 
there, d ifferen t w a ys  to do a nyth ing 
C: N o
D: I m ean  the on ly th ing you  cou ld  change w a s  post, b u t 
C: S h ift rota s
D : S h ift rotas , b u t th ere’s a  lot o f m ess in g a rou nd  if you ’re goin g  to s ta rt 
m ess in g a rou nd  w ith  sh ift rotas, so rea lly no its ju s t get on ..B eca u se th ere is 
virtu a lly n oth in g you  can change, they b leep  u s  and  w e go and p ick  a  pa tien t 
u p, if th ey b leep  u s  w e go and do, w e rin g the n u m b er and  w e go and  do 
w h a tever job  th ere is  to do, so th ere’s no change 
A: So anyone can b leep  you  
D: O h yea h
A: Anyone, adm in is tra tors  and anyth ing. So you  d on ’t see the pa tien ts  th a t 
often , or do you ?
D: W e d on ’t see pa tients , I m ean  som etim es  you  m igh t get one o f them , I 
m ean  one tim e there w a s  one b loke th a t kep t goin g dow n  to ph ys ioth era p y 
from  w a rd  1, so you  kept, if you  w ere on the righ t sh ift you  u sed  to take h im  
dow n and b rin g h im  b ack if you  w ere on 6 till 2. If  you  w ere on n igh ts  forget 
it. W hen  I com e b a ck  o ff n ights , everyone says  to m e w h ere h a ve you  b een, 
have you  b een  on holida y for a  w eek. Th a t is  the sam e qu estion  you  get every 
tim e is n ’t it 
C: M m m
D: Peop le ju s t d on ’t rea lise, cau se m inor in ju ries  shu ts  dow n  5 o ’clock, th ey 
th in k th a t’s it everyone fin ishes  a t like 5 o ’clock and  everyone goes  hom e. I 
m ean  w e hand le m ore pa tien ts  from  m in or in ju ries  so w e d on ’t, so you  d on ’t 
get, you  m igh t a sk  them  ‘is  it nice ou t th ere’, you  kn ow  or ju s t m ake 
p lea sa n t conversa tion  as you  pu sh  them  u p the hill, I m ea n  you  a ctu a lly 
pu sh  them  20 ya rd s  and th a t’s a b ou t it, in to xra y leave them  in  xray, then  
you  com e b a ck  and pu sh  them  b ack dow n  the h ill a ga in . B u t you  d on ’t 
actu a lly get a  lot o f conversa tion , I m ean  its  very ra re th a t w e ’ll go on w a rd  1, 
w e on ly go on to p ick  ru b b ish  u p, change cylinders , take the food  b ox off, w e 
d on ’t go on there and sit and have a  n a tter to the n u rses  
C: It changed  thou gh  d id n ’t it, w h en  m a tern ity w a s  on the go you  dea lt w ith  
them  a ll
D : You  dea lt w ith  a  lot m ore peop le b ecau se there w ere a  lot m ore nu rses  on 
th a t side
C: M oving a  lot, no on th a t side its changed  a  b it, you  know , n ot so m u ch
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pa tien t con ta ct as you  u sed  to
A: So do you  get on w ith  you r co-w orkers  a lrigh t, do you  get on  w ith  
each  others?
D : W ell, yea h  I su ppose so 
C: Yea h  w e do rea lly
D : Th e th in g is  sa yin g  that, w e ca n ’t socia lise 
C: Th ere’s a lw ays  one o f you  w ork in g
D: Its  like w h en  everyone else has  a  C hris tm as  n igh t ou t, w e d on ’t have one 
A: S om eon e’s got to b e here
D : b ecau se som eon e’s on 6 till 2, 2 till 10 and n igh ts , so th a t’s 3 ou t o f 5 o f 
u s, so th a t m ea ns  th ere’s 2 o f you  to go ou t, so its  ju s t like a  n o-go s itu ation . 
If you  a ctu a lly w a n t to go and socia l, th ey a ctu a lly b rou gh t a  ru le in  now , 
n eith er o f u s  can  have the sam e tim e o ff on holiday. B ecau se w h en  I firs t 
jo in ed  m e and  C hris  w en t to the sam e p la ce on  holiday, and w h en  th ey 
rea lised  th a t there w a s  2 peop le go on h olid a y together, th ey qu ick ly b a n ged  
in  a  th ing, sa yin g no 2 peop le to b e off a t the sam e tim e, so w e have to have 
a  p la n n er on the w a ll now , to p lan  the holidays  ou t and  everyth in g .
C: Th ere u sed  to be a  lot m ore o f u s  you  see, th ere u sed  to be 2 th ea tre 
porters  as w ell so there w a s  w h a t 9 porters  b efore it m oved  to C astle H ill, so 
you  cou ld  have 2 o ff a t the sam e tim e b ecau se you  m ayb e had  a  cou p le o f 
b a n k porters  to cover, b u t w e on ly have 1 b a n k p orter n ow  you  know , so 
you ’re on ly a llow ed  1 o ff a t a  time.
A: W h a t gets  you  ou t o f b ed  in  the m orn in g  to com e to w ork?
C: Th e a la rm  clock 
Lau gh s
A: S om eone else has  sa id  tha t one 
D : Its  the cash  aga in  isn ’t it 
A: M oney, fa ir enou gh
C: W ell you ’ve got to do it h a ven ’t you  b ecau se the person  b efore h e’s s tu ck 
there if you  d on ’t tu rn  u p, the person  b efore is s tu ck there, you  kn ow  
D: E specia lly if you ’ve b een  on nights , you ’ve done 8 hou rs  o f n ights  
C: You  d on ’t w a n t to do another 8 hou rs
D: A n d  som eone rings  you  u p  a t 4 o ’clock, w ell som etim es  its  less  than  that, 
I’ve had  2 hou rs  notice, tha t som eon e’s ill, and  th en  you ’ve got to go in  and  
cover.
A: W h a t’s the longes t sh ift you ’ve w orked?
C: 16 hou rs  
D : Th a t’s 2 sh ifts  
A: Righ t
D : W ell one lad, d ’you  rem em b er M ark,, he did  4 16 h ou r sh ifts  
A: In  one?
C: N o
D: Th e on ly 8 hou rs  he w a s  getting o ff w a s  h is  2 till 10s. H e w a s  o ff h is  2 till
10s
B eeps
A: D o you  have to go som ew here now  
C: yeah , are you  nea rly done a re you ?
A: Yea h
C: Th ey can w a it 5 m inu tes , its  6695, I th in k  its  Arch w a ys  or reception . I 
d on ’t kn ow  th a t nu m b er. It is n ’t a  p a tien t a nyw ay 
A: N oth in g u rgen t then, oh let them  w a it them  
D : W e’ll ju s t say Am a n da  sa id  w e had to stay on
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A: Yeah , in  you r ow n in terest. M y la s t qu estion  then , w h ich  is on the 
flip  chart, can  you  lis t w h a t a spects  o f you r job  a re m os t im porta n t to 
you
C: Y ou ’ve got to b e p lea sa n t
A: O r w h a t’s im porta n t to you  ab ou t com in g to w ork. So you r m on ey 
D : M on ey yeah , and a lso there is  a ctu a lly som eone els e relyin g on you  
com in g in  for th a t shift, so if you  d on ’t tu rn  u p , then  th a t person , like if th ey 
d on ’t r in g  me, like if I’m  on n igh ts  and w e can h a ve a  b a n k  porter, th en  th a t 
person  w ou ld  have to r in g and then  w e’d have to shu ffle arou nd. So you  
kn ow  you ’ve got to com e in  for a  colleagu e.
A: So its  som eone relyin g on you ?
D: yea h  
A: Is  th a t like
C: its  ju s t like tea m w ork  rea lly
D : yeah , b u t if you  d on ’t tu rn  u p , you  lie in  b ed th in kin g ah I ca n ’t b e 
b othered  to go to w ork  today, th ere’s som eb ody sa t th ere th in kin g aye aye 
C: yea h
D : Y ou ’re lettin g som eb ody dow n, so th a t’s an oth er rea son  w h y you  com e in,
I m ean  its  defin itely a  rea son  w h y you  com e in  a t 5 o ’clock  in  a  
m orn in g ..everyb od y’s lookin g th rou gh  their w in dow s  la u gh in g a t me.
Lau gh s
D : C au se you ’re o ff to w ork  and  you ’re th in kin g you ’re n ot ea rn in g en ou gh  so 
you ’re h a vin g you r C hristm as  da y ru ined . I m ea n  th is  la d  h ere’s w orked  7 
A: C hris tm as  days?
D : No, N ew  Yea rs  E ves
C: C au se you ’re a lw ays  on the sam e sh ift everyday, its  a  fou r w eek  rota , so it 
you  n ever changes  rea lly 
A: Th a t’s n ot fa ir 
C: It is n ’t rea lly 
A: S u rely th a t’s n ot fa ir
C: B u t er I ca n  C hris tm as  day off, n ext yea r 111 get C h ris tm as  d a y and 
b oxin g da y o ff
D : B u t th ere aga in  you  lose ou t cau se you  d on ’t get the m on ey 
C: B u t you  n ever get a ll 3 
A: W h a t else is  there
D: I d on ’t know , w e’re doin g w ell to get 2 a ren ’t w e 
A: You ’ve got to lis t 5 th ings  
D : Five!
A: Th a t are im porta n t to you , m os t im porta n t to you  a b ou t w ork in g in
genera l, w ell on the job
D: I ca n ’t do 5 can  you . I’m  not b eing fu n n y
A: Pride in  Service
D : Yea h  I su ppose so
A: I d on ’t w a n t to force you  in to sayin g  these thou gh , so. O u t o f th em  2, 
w h ich  is m os t im porta n t to you  ou t o f them  2?
D: I su ppose th ey’re b oth  im portan t 
C: You  like to do a  good  job  d on ’t you , er 
D : Yea h
A: D o you  com e to w ork  for job  sa tis fa ction? D o you  get job  sa tis fa ction  ou t 
o f you r job ?
D : Yea h  I su ppose you  do, end  of sh ift w h en  you ’re goin g hom e 
C: You  th in k  w ell
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D: I’ve done m y little b it to keep  the hosp ita l going, so yea h  th a t’s I su ppose 
A: So you ’re d oin g it for you r co-w orkers  or the pa tien ts  or you  d on ’t get 
m u ch?
C: W e like to a t it, you  like to do a  good  job  rea lly. Like w e ’ve had  som e th a t 
h a ven ’t, h a ven ’t w e, like som e th a t ju s t com e to b e da ft d on ’t th ey 
D: Ju s t d on ’t do owt. Its  like toda y it w a s  5 to 2 and C h ris  w a s  in , b u t you  
d on ’t like to leave. I d on ’t like to leave a  job  for h im  or anyone com in g on to 
th a t shift. I’d  ra th er do 5 m in u tes  extra  and get th a t job  ou t the w a y than  
a ctu a lly leave
C: So th a t’s jo b  sa tis faction
D : Th a n  leave it for som eone to com e in  and have to do so. I ju s t w ou ld n ’t 
A: W ell you  kn ow  h ow  you  do som e dom estic du ties  on  a  n ights , do you  feel 
sort o f tea m w orker rela tions  w ith  the dom estics?
D : No
A: You ’re n ot doin g a  good  job  cau se it helps  them  
D: W e’re doing a  good  job
A: N o I d on ’t m ean  you ’re n ot d oin g  a  good job , b u t you ’re n ot d oin g it to help 
them  ou t?
D : No, b eca u se w e ’ve got a  notice on ou r b oa rd  sa yin g w e w ill help  the 
dom estics  and w e w ill, b u t th is  is  a ll one w ay. Th ey d on ’t com e in, and  w e 
say w ell w e’re a  porter short, com e and give u s  a  h and  sh iftin g a  tab le 
A: no
D : O h no, b u t b ecau se the clea n in g w a n ts  doing, w e have to go and  do the 
clean ing . So no w e d on ’t, w e ju s t th in k  the dom estics  p u t on u s, a t th e end  
o f the day. I m ea n  if it w a s  a  case of..I m ean  u sed  to kn ow  th a t th ey u sed  to 
have som eone to do tha t floor, and they, now  th a t th a t person s  gone, n ow  
w e ’re doing it, so as fa r as w e ’re concerned  th ey’re p u ttin g on u s , so w h en  
you  go on you  do b ecau se you ’ve b een  told  to do it, b a s ica lly. I m ea n  
everyone say w ell, w h a t else w ou ld  you  do on a  n igh t tim e. It does  pass  the 
n igh t away. B u t a t the end o f the day it w ou ld  b e n ice to b e a sked , n ot to b e 
sa id  w ell you ’re d oin g that, or w ou ld  you  m in d  d oin g th a t lads , b u t w e d on ’t 
get that, w e get w ell you  are doing it 
A: Th a t’s Triden t
D : Th a t’s Triden t, b u t there aga in  th ey’re coverin g  m oney, th ey’ve savin g 
m oney, b u t th ey’re on ly saving  m on ey for one thing, for th e Tru s t.
A: Yea h
C: Y ou ’ve got to sta nd  in  the 2 things, no 1 
D : 1 left
A: R igh t can  w e pu t them  in  order o f m os t im porta n t 
C: Prob a b ly in th a t order 
D : yea h
A: Yeah , okay th a t’s fa ir enou gh . So h ow  do Trid en t com m u n ica te w ith  
you , if you  d on ’t r in g them ?
D: Th ey rin g  me, w ell a  p rim e exam p le is  I got b leeped  th is  m orn in g and  I 
ca n  see its  a  B rid  n u m b er and I know  it w a s  Triden t.
A: So you  ignored  it?
D : N o I actu a lly a n sw ered  it, cau se they w a n ted  som e p a p er w ork  sen d in g 
across , cau se it h a d n ’t b een  sen t across  for th e b a n k  porter, for h is  con tra ct 
the sign ing, and th ey h a d n ’t sen t it across , b u t I on ly p icked  it u p  on  Friday, 
b u t th is  is  how  eager th ey are, if th ey w a n t som eth in g o ff you  th ey’re on you r 
b a ck  every 5 m inu tes , you  w a n t som eth ing o ff them  you  w on ’t see th em  
A: D o th ey have a  new s letter or
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D: Yea h  th ey do, w e on ly get it w h en  
C: It’s like a  n a tiona l th in g
D: W e on ly get it w h en  sh e’s in  it, she b rou gh t a  b ig  b u nd le dow n  like th a t 
b eca u se she w a s  in  it on th e fron t page for w in n in g a  p rize 
A: W a s  th a t the su pervisor
D : yeah , b u t as fa r a  w e’re concerned  Triden t d on ’t ca re ab ou t u s  at, cau se 
th ey’ve got the n ew  B rid  h osp ita l opened , and th a t’s th eir little b a b y n ow  the 
other hosp ita ls  opened.
C: Yea h  n ow  th ey’ve got th a t con tract
D : W ith  u s  its  like ..b ecau se th ey’ve got B rid  and S ca rb orou gh  and  th ey’re 
close together, and w ith  u s  here a ll in  ou r little n iche, w e ’re ju s t ou t the w ay, 
w e ’re m iles  a w a y from  anyb ody
A: So w ou ld  you  p refer to b e em p loyed  b y the Tru s t th a n  Triden t?
D : Tru s t, m ayb e I m ean, you ’re not saying you  w ou ld , b u t m a yb e you ’d get to
find  a  little b it m ore ou t
A: yea h  ca u se th ey’re there a ren ’t they
D : A n d  then  m ayb e you ’d get to com p la in  to som eb ody cau se th ey’re there, 
m ayb e then  th ey’d listen , b u t there aga in  noth in g to sa y th a t th ey w ou ld  do 
A: R igh t is  th ere anyth in g else th a t w e h a ven ’t looked  a t th a t you  
w ou ld  like to add  ab ou t you r job  sa tis fa ction?
D: N o I d on ’t th in k  there is
A: W ou ld  you  say you  w ere sa tis fied  in  you r job s ?
C: A t the m om en t, b u t I sa y a  cou p le o f m onth s  tim e you  d on ’t kn ow  w h a t’s 
rou nd  the corner, you  know  
D: You  d on ’t know
D: I m ean  th ey m igh t cu t u s  dow n  to 3 and then  w e ’d sa y no w e ’re not 
sa tis fied, you  doing 12 h ou r sh ifts  and  w e ’d say no w e ’re n ot sa tisfied . B u t 
th ey’d say its  cu ttin g ou r hou rs
C: Th ey cou ld  b e changes  you  see, b u t a t the m om en t
D : W e’re h a ppy
C: W e’re tick in g over a ren ’t w e
D : I’d ju s t say w e w ere happy, I w ou ld n ’t say w e w ere sa tisfied . See if 
som eone cam e u p  to u s  and  sa id  this  is goin g  to happen , th a t’s goin g to 
h appen  and th a t’s goin g  to happen  lad, then  yea h  w e cou ld  tu rn  rou nd  and 
sa y yea h  w e are happy, b u t a t the m om en t th ey’re n ot sa yin g that, neith er 
the Tru s t or Trid en t
A: H ave th ey ever sa id  that, have they ever given  you  th a t m u ch  certa in ty 
D : no
C: No, n ever
A: So it’d b e qu ite m iracu lou s
C: C om e b a ck  in 3 m onth s  and ask u s  aga in
D : It w ou ld  be very m iracu lou s  if w e kn ew  w h a t w a s  goin g on b efore th a t
opens  w h a t w e w ere doing
A: An d  th a t’s in  a  cou p le o f m onth s?
D : A n d  th a t’s in  a  cou p le o f m onths , and th a t’s a ctu a lly gettin g nea r 
com p letion  and  w e still d on ’t kn ow  w here w e are or w h a t ou r jo b  is. I m ea n  I 
fou nd  ou t today, nu rses  from  M I - m in or in ju ries  a re a ctu a lly goin g to be 
pu sh in g  th eir ow n  pa tien ts  u p to xray, b u t th a t’s o ff som eb ody else, th a t’s 
n ot o ff s om eb ody else, th a t’s not o ff the Tru st, th a t’s o ff a n oth er  n u rse. I 
m ean  you  ju s t d on ’t know
C: I m ean  th ere’s 2 levels , you  d on ’t know  w h o’s on top, are you  goin g to be 
m ovin g pa tien ts  u p  and down, or w e d on ’t kn ow  h a ven ’t got a  clu e
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A: So you  reckon
D: You ’d have to m ove th em  if th ey’re goin g  to phys io its  on the top  floor 
C: yea h  b u t I d on ’t know
A: D o you  reckon  its  the Tru s t th a t d oesn ’t com m u n ica te w ith  Trid en t to 
com m u n ica te w ith  you
D : W ell I m ea n  a t the end  o f the day, w h a t’s s topp in g  the Tru s t 
com m u n ica tin g w ith  u s  stra igh t aw ay? W h y go th rou gh  Trid en t?
A: So its  m ore the Tru s t than  Triden t
D : Yeah , w h y ca n ’t the Tru s t com e over to u s  and sa y look la ds  th is  is  goin g 
to happen . Alrigh t, tell Triden t, w e ’re n ot s ayin g d on ’t tell Triden t, b u t if 
th ey’re so like, w ell th ese a re m em b ers  o f ou r w ork in g com m u n ity, w h y d on ’t 
th ey com e across  and  tell u s . I b et you  everyb ody, if it w a s  an office m ove, I 
b et you  everyb ody in  the offices  w ou ld  know , w h a t w a s  goin g on, and  its  the 
sam e w ith  the nu rse kn ow  w h a t w a s  goin g in, b u t w e d on ’t 
A: Right, I ’ll let you  go 
B eeps  
D : A lrigh t
A: Th a n k  you  very m u ch  for com ing, it w a s  very u sefu l.
Lau gh s
1. M oney
2. Lettin g colleagu es  dow n  if you  d on ’t tu rn  u p
3. Pride in  Service
4. Job  S a tis fa ction
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T R UST  E  - NOT T INGH A M  H EA L T H CA R E NHS T R UST
M ONDA Y  1 F EBR UA R Y  1999
M ULT ISK ILLED
Pre se n t : Lou ise (A)
Liz (B)
M aggie (C)
C hris tine (D )
A lison  (E)
Joh n  (F)
R ita  (G )
M arilyn  (H)
G eoff (I)
A: C ou ld  you  in trodu ce you rs elf and w h a t sort o f job  you  do? You  firs t.
I: M e in trodu ce m yself, m y n a m e’s G eoff and I’ve ju s t s ta rted  toda y as a  team  
lea der o f the porters  a t W ells  Road 
A: R igh t
H: M a rilyn  M arsha ll, team  leader for W ells  Road  and  D u ncan  M acm illa n  
H ou se, over dom estic portering 
A: R igh t
G: M y n a m e’s R ita  I w ork  over a t Lingb au gh  H ou se, I am  a  dom estic and I 
a lso do the la u n d ry there 
A: Righ t
F: I ’m  John , I’m  from  H ighb u ry, I do dom estic, ca rpet clean ing, h a n gin g  u p  
cu rta in s, va riou s  job s  
A: Righ t
E: I ’m  A lison , I’m  a  dom estic, p lu s  a cting team  lea der n ow  and aga in  
A: Righ t
D: I’m  C hris tine, I’m a  tem pora ry team  lea der coverin g  d om estics  and 
p orter in g
M a rk D avies: S orry to in teru pt b riefly, I d id n ’t kn ow  you  w ere here a ctu a lly 
here, righ t see you  la ter then, w h en  a re you  expectin g to fin ish?
A: E r 11 ish , righ t cheers  
Lau gh s
C: M aggie E velyn , co-ord ina tor, H otel S ervices  a t H igh b u ry
A: R igh t th a n k you . First qu estion  is w h a t do you  like ab ou t you r job ?
D : E veryb ody’s gone qu iet 
Lau gh s
C: I love everyth in g ab ou t m y job , I rea lly love m y job , sou nds  s tu p id  b u t I do 
A: It d oesn ’t sou nd stu pid
D : I’ve b een  d oin g the co-ord in a tor’s job  on m a tern ity cover for er a b ou t 3 or 
4 m onth s  now , and  I love it. ‘C au se you  get in to d ifferen t depa rtm en ts  n ow  
and  you  get rou nd  a b ou t the Tru st, its  grea t 
A: D o you  get on w ith  the peop le you  w ork  w ith , sort o f th in g?
D : Yea h  
E: Yea h  
Lau gh s
C: M ost o f them , you  ca n ’t get on w ith  everyb ody 
H: Y ou ’re b ou nd  to have an off day
A: D o you  see pa tien ts  m u ch? D o you  w ork  w ith  pa tien ts?
All: yea h
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A: Is  th a t p a rt o f w h a t you  like? Is tha t one fa ctor th a t m akes  it a  
good  job ?
H: W ell I th in k w ith  the W ells  Road  and th a t th ing you  do, th ey’re a llow ed  to 
go a ll over anyw a y so you ’re b ou nd  to in tera ct w ith  pa tien ts  as w ell ‘cau se its 
their  hom e so th ey’re b ou nd  to go anyw here th ey like 
A: R igh t yea h
H: So if you  a re in  the sam e b u ild ing you  are goin g to have in tera ction  w ith  
them
A: M mm, so w h a t is  it th a t you  like ab ou t you r job , you  h a ven ’t sa id  
yet?
H: Its  d ifferen t every day, you  ca n ’t a ctu a lly com e in  in  a  m orn in g and  sa y 
w ell I ’m going to do this , you  try to b u t it d oesn ’t a lw ays  w ork, and  I th in k  its  
ju s t a  d ifferen t a spect o f it every day.
A: So its  the va riety o f it
H: Yeah , and th a t’s w h eth er its  good  or b ad
A: W h a t do you  d is like a b ou t you r job ?
La u gh s
D : W h a t w a s  that?
E: G ettin g u p  ea rly in  the m orn ing 
A: W h a t tim e do you  start?
E: 8 o ’clock 
I: Poor th in g
G: M in e’s a  b it tim e consu m ing, la u n d ry side o f it is  a  b it tim e con su m in g 
A: Is  th a t on ly p a rt o f you r job , the la u ndry?
G: Yes
C: I d on ’t like w eekends , a lthou gh  I’m  n ot ha vin g to do th em  a t th e m om en t, 
b u t er I w ill have to go b a ck  to doin g w eekends , and  I d on ’t like w eeken d s  
A: “C au se o f the in conven ience o f them ?
C: E rm, w ell its  the on ly tim e w e ’re a ll togeth er as a  fa m ily rea lly, so I ’ve
rea lly en joyed  n ot doin g the w eekend s
A: A re w eeken d s  like, do you  do them  in sh ifts?
C: Yeah , as a  norm a l team leader, you  w ou ld  do them  every other w eeken d  
A: Righ t
C: A ctu a lly in terferes  w ith  m y footb a ll as w ell 
Lau gh s
C: B u t w h en  I’m  doin g w eekends , it does m ake the odd  w eeken d  qu ite a  lon g
w eeken d  rea lly ‘cau se I ’m  o ff h a lf seven  in  the m orn in g and  I d on ’t get b a ck
till 6 o ’clock a fter the m a tch , so
D : I like it, it gets  m e ou t o f doin g d inner
Lau gh s
C: Yeah , yeah , there is  that, no S u nday d in ner to cook 
D : Th a t’s it yeah , you  d on ’t h ave to do any o f th a t 
A: E rm , do you , w h a t are you r chances  o f p rom otion , is  th a t a  good  
a spect o f the job  or doesn ’t it b oth er you  w h a t you r ch a n ces  are?
I: W ell it w a s  good for me, ‘cau se I’ve on ly b een  here a b ou t 8 m on th s  on 
secu rity and I’ve a lready got p rom otion  so I fou nd  it very good  and  u sefu l 
A: So is  th is  you r firs t day, d id  you  say?
I: Yeah , firs t da y toda y yea h  
A: G ood
H: Its  h is  la s t da y as w ell
I: So er thu m b s  u p for tha t
H: W e have to w ork  you  sh ift ou t yet th ou gh
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I: S ee you r  p u ttin g m e o ff a lrea dy 
Lau gh s
A: W h a t are the h ou rs  o f w ork  like, w h a t sh ifts  do you  do? S ta rt a t 8 
E: 8 till 1 for dom estics , som e’s h a lf p a s t one, and  the th ere’s the a fternoon  
sh ift a s w ell, th ere’s a  2 till 7 and  then  th ere’s a  5 till h a lf p a s t 7 as w ell 
A: D o you  like those hou rs  o f w ork?
H: Th ey’re m ore flexib le than  a n yth in g else, you ’ve p rob a b ly got it w ritten
dow n, b u t w e d on ’t w e have to b e flexib le. Th a t in volves  w eeken d s  as w ell
C: M in e’s fu ll tim e at the m om en t, M onday to Frida y
A: So is  th a t 9 till 5 or does  it s ta rt
C: E rm, h a lf 8 till h a lf p a s t 4, or qu a rter to five
A: H ow  longs  that, in  the m a tern ity cover is  it?
C: Yea h  6 m onth s  I’ll b e doin g it 
A: R igh t and  then  do you  go b a ck  to the sh ifts  
C: Yea h  go b a ck  to b ein g a  team  leader 
D : A n d  th en  I have to go b a ck  to b ein g a  chef!
Lau gh s
A: W h a t’s w ron g w ith  b ein g a  ch ef?
D : Too m u ch  hassle, too m u ch  tension, it is h on es t com pa red  to d oin g  th is  
job  and com pa red  to b ein g in  the kitchen, th is  job  is  a  h u n dred  tim es  b etter. 
A lrigh t you  get ha ss led  every n ow  and aga in , b u t its  n ot every single day, 
you  d on ’t go hom e w ith  a  m ass ive headache every single day, and  w h eth er 
its  a ll th e h ea t in  the k itchen  and th ings  need  to b e ou t a t a  certa in  tim e and 
th is  is  a  lot b etter, I ’m  d read ing going b a ck  in  the kitchen , I am  
A: Aw
D: So w e ’re hop in g S a rah  decides  not to com e b a ck  a ren ’t w e, she ca n  keep
h er job  and I can, b u t sh e’ll b e b ack
Lau gh s
A: D o you  get on  w ith  you r su pervisors  and m a nagers?
All: Yea h
E: C ou rse w e do d on ’t w e M aggie!
Lau gh s
C: C ou rse th ey do, yea h  w e do actu ally, yea h  th ey’re qu ite good .
A: Is  M a rk the m anager, su pervisor?
C: E rm  h e’s the m a n a ger and each  s ite’s got a  H otel S ervices  m anager, erm  
so w e’ve got a  d ifferen t m a na ger to M arilyn , and you ’ve ju s t got a  n ew  one 
actu a lly h a ven ’t you ?
H: Yea h  w e have
C: An d  Lyns  B a rs  got a  m a nager o f their own, b u t yea h  w e get on  a lright. W e 
d on ’t see M ark D avies  very often, ‘cau se w e ’re dow n  a t H ighb u ry, b u t th ey 
m igh t see h im  too m u ch, I d on ’t know !
Lau gh s
A: D o you  see h im  too m u ch? Is  he a lrigh t?
D : Lost for w ords
I: H e’s a  good  m a n a ger
H: A ctu a lly he is, h e ’s a  good  m anager
I: H e’s a lw ays  th ere for you  and if h e’ll help  you  ou t if th ere’s ow t you  w ant, 
and h e’s a lw ays  w illin g  to see me, so I ’ve n ever everyon e says  good  th in gs  
a b ou t him
H: Yeah , h is  d oor’s a lw ays  open  you  know  
A: Is  he u su a lly ab ou t, or is  he 
H: Yeah , yea h
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I: Rea lly h e’ll pop  u p  like tha t 
Lau gh
I: An d  you  w on ’t see him , I th ou gh t he w a s  goin g to com e in  and  lis ten , b u t 
H: B u t no he is, h e ’s one o f the b es t w e’ve ever h ad  rea lly isn ’t he, you  know  
h e’s n ot b ad  a t a ll 
D : Yea h  
Lau gh s
D : N o he is  actu a lly, he is  
E: H e is  one o f the b es t
C: A t lea s t you  kn ow  if you  m ake a  decis ion , ‘cau se you ’re left on you r ow n  to 
do you r job , and  it m ea ns  you  m ake som e rea lly h a rd  decis ions , and  if you  
m a ke the w ron g one h e’ll b a ck  you  and th en  p oin t you  in  the r igh t d irection  
for n ext tim e, w h ich  you  need  you r m a n a ger to do, you  d on ’t w a n t h im  to 
com e dow n  h ea vy on you , you  know , in  fron t o f peop le m ake you  look  stu p id, 
b u t he w ou ld  n ever do that, he b acks  you  a ll the w ay, even  if he know s  
you ’re w rong, so
A: Right, good. A re you , h ow  sa tis fied  are you  w ith  the n u m b er and  
va riety o f ta sks  in  you r job ? I m ean  you  sa id  it w a s  good, are you  
stretched , too stretched  or?
G: M m m , you  a re s tretched
C: I m ea n  even  you  are a ren ’t you
H: M m m , it depends  on the day. I m ean  you  can  go hom e one n igh t and its  
fine, and the n ext m orn in g you ’ve got ab ou t 6 th a t’s ra n g u p  sick, and th in gs  
like, so every da y is  d ifferen t, you  ju s t 
A: Is  tha t good  thou gh?
C: No
H: N ot rea lly 
C: N ot a lw ays  no 
D : I a ctu a lly like it tha t 
C: D o you ?
D : Yea h
C: O h I d on ’t like the fa ct tha t som etim es  if you  com e in  and you ’re short 
sta ffed  you ’ve m ade a rrangem en ts  for the likes  o f John , w h o does  a  lot o f ou r 
erm  b ig cleans , you  kn ow  ca rpet cleans, cu rta in  hangin g, corridor w ork, w e 
have to shove h im  on a  w a rd  ‘cau se w e ’re short s ta ffed , and  you ’re lettin g 
som eb ody else dow n, you  know  a  w a rd  th a t’s w a itin g for their  ca rpet to b e 
cleaned, you  have to let them  dow n. I d on ’t like h a vin g to go b a ck  to th em  
and say you  kn ow  I kn ow  w e sa id  w e’d do it tod a y b u t w e ca n ’t. Th a t d on ’t 
m ake you  look very organ ised , a lthou gh  th ey’re very u n ders ta n d in g, b u t I 
d on ’t th in k  it looks  very p rofess iona l th a t you  ca n ’t ju gg le you r rota s  you  
know . B u t you  ju s t ca n ’t help  it and th a t’s, I d on ’t like th a t side o f it.
A: D o you  p refer, w h a t do you  do tha t you  d on ’t do as  a  chef, a p a rt from  
cooking?
D: E rm  I d on ’t know , I seem  to b e taxed  a  lot m ore, you  kn ow  lea rn in g n ew  
th ings .
A: A s  a  ch ef or
D : N o as a  team  leader, like th ings  th a t I w ou ld  n ever h on es tly n ever th ou gh t 
o f a ctu a lly goin g into, you  kn ow  the dom estic side, and  w ou ld  have a ctu a lly 
sta yed  in  th e cookin g side. B u t I ’m  rea lly en joyin g th is  s ide a  lot m ore, 
th ere’s a  lot m ore for m e to do. It m akes  you  rea lise h ow  m u ch  you ’re 
actu a lly capab le o f doing, yeah , like s tretch ing you rself.
A: So w h en  you  go b ack to b ein g a  ch ef w ill you ..
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D: I ’ve got to go b a ck  to b ein g a  pleb !
Lau gh s
D : Its  goin g to b e ha rd  it is, to go b a ck  in to th a t situ ation , and  to n ot b e ab le 
to, I’ll s till h a ve an  opinion , b u t n ot b e ab le to say w ell no you  do th is  or I ’ll 
do I’ll go o ff and  do th is  and  it’ll b e ha rd  for m e to keep  m y m ou th  shu t w h en  
I go b a ck  in  the kitchen , I tell you  it w ill!
Lau gh s
D : I ’m  goin g to get in  seriou s  trou b le.
A: Th ere a ren ’t a ny job s  like w h a t you ’re doing now , th a t w ill com e u p?
D : No, th ere a ll sort o f covered, yea h  th ere’s a lrea dy like erm  the m a n a ger in  
the kitchen . She a lrea dy does  a ll the w a ges  sheets  and  th in gs  like that. So 
w h erea s  w e have like a  team  lea der  on  ou r side w ho does  it, on  th e dom estic 
side, th ey have a  m a n a ger w ho does  them  sort o f th in gs , so no 
A: W h a t sort o f ta sks  do you  do, job s  
E: W ell job s  
A: Job s
E: D om estic m a in ly, clea n in g and w ha tever, erm  w h a t m a in  one and 
w h a tever in  th a t line. I have b een  doing team  leader, a ctin g tea m  lea der and  
I h ave rea lly en joyed  doing tha t 
Lau ghs
A: You  b etter w a tch  ou t
C: Yea h  I am, m igh t b e ou t o f a  job !
A: A re you  h a p p y w ith  the nu m b er o f job s  you  do, the va riety?
E: O h yes , I like doing w h a t I’ve b een  doing, b u t I like th e team  lea der side 
b etter
A: Is  th a t ‘ca u se its  like m ore responsib ility, or?
E: Its  m ore respon s ib ility and, it is a  lot m ore resp on s ib ility esp ecia lly w h en  
you  w ork  w ith  a  dom estic, like I w ork  w ith  John , and  th en  n ext d a y I’m  an 
a ctin g team  leader, like if th ese a re off, and I still trea t, I’m  still a  dom estic 
no m a tter w h a t in  the line w ith  the job , b u t I ’ll m u ck  in  w ith  th em  even  
thou gh  I’m  a cting team  lea der or a nyth ing 
A: W h a t ab ou t you , are you  h a ppy w ith  you r job ?
F: Yes  I am  ‘cau se I do a  va riety o f a ll job s , I d on ’t kn ow  w h eth er I ’m  com in g 
or goin g som etim es .
Lau gh s
A: D o you  like tu rn  u p  on  a  m orn ing and  see w h a t you ’ve got to do?
F: Yea h
A: A p a rt from  som e schedu led  th ings
F: Yeah , as I sa y I ’ve got a  va riety so I’m  a lrigh t I’m  happy, you  kn ow  
A: D o you  have to try you r hand  a t anyth in g and  everyth in g 
F: Yea h
A: Right, w h a t ab ou t
G : W ell I ’m  a  dom estic b u t I’m  n ot on a  w a rd , I do adm in ., the adm in , areas , 
b u t I do ca rpet clea n in g as w ell, and h a n gin g cu rta in s  like Joh n  does, erm  I 
do th a t u p to 2 o ’clock and then  I go on to the la u n dry side o f it, w h ere er I 
m eet pa tien ts  as w ell, I do go onto the w a rd s  in  th e a fternoon , you  kn ow  to 
ta ke the cloth in g b a ck  to th em  w h en  its  b een  m arked , I m a rk  the cloth in g for 
them .
A: So w h ich  pa rt do you  prefer?
G: Th e dom estic s ide b ecau se I’m  doing m ore, b u t like I sa y the la u n d ry’s a  
b it tim e consu m ing, you ’ve got to w a it for th in gs  b eing, b eca u se I do the 
s lings  and th a t so I ’ve got to w a it for them  b ein g w a shed , b efore I can  ta ke
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th em  b a ck  to w a rd  and that. So I do like the dom estic side b eca u se th ere’s 
m ore to it, b u t la u n d ry s ide I m eet the pa tients, so
A: So is  it a  n ice com b ina tion  you ’ve got, and you ’re qu ite h a p p y w ith  the 
va riety and 
G : Yea h  yea h
A: Is  th a t one o f the b onu s  poin ts  o f the job ?
G: Yea h , yea h  its  n ot the sam e th in g every day, you  kn ow  th ere’s a lw ays  
som eth in g  d ifferent.
A: M m m, w h a t ab ou t you  are you  h a ppy w ith  you r job , w ith  the va riety?
H: W ell yeah , like I sa id  its  ju s t an everyda y thing, you  kn ow  you  com e 
everyda y and  its  differen t, w h ich  I like ab ou t it 
A: H ow  lon g have you  b een  doing th is  job ?
H: Er, 4 yea rs , and  then  b efore I w a s  a  dom estic 
A: So th ere’s a  lot m ore respons ib ility?
H: O h  yea h  yea h
A: Is  it the sam e peop le you  w ork  w ith  from  w h en  you  w ere a  dom estic, or? 
H: Yeah , yeah , m m m , a  few  n ew  ones, b u t th ere’s s till som e o f th e old  ones  
as w ell
A: A n d  w hat, w h a t w ere you  a  porter?
I: N o I w a s  doin g secu rity 
A: S ecu rity oh yea h
I: So th a t’s w h y I w en t for th is  job , for ‘cau se o f the resp on s ib ility and  the 
va riety and I w a s  ju s t w a lk in g rou nd  the b u ild in g for 8 hou rs , and  th ere 
w eren ’t m u ch  va riety like, so th a t’s w h y I w en t for it for the resp on s ib ility 
and
A: Right, are you  lookin g forw a rd  to it
I: Yea h  I m ea n  w ith  you  b ein g a lw ays  on the go it m a kes  the d a y go qu icker, 
and  s tu ff like th a t and ju s t b eing involved , th a t’s w h a t I w a n t 
A: Righ t
I: So I ju s t hope it w orks  
Lau gh s
A: I’m  su re it w ill. E rm  so w ith  you r m u ltisk illin g w h en  d id  it start, 
w h en ever you  s ta rt the job  you  get tra ined  in  lots o f d ifferen t th in gs?
C: E rm, n ot so m u ch  for the old you  kn ow  for the dom estics  th a t have b een  
in  the job  a  lon g w h ile, th ey’ve a lw ays  b een  dom estics  and  th a t’s w h a t you  
do. B u t n ow  I w ou ld  say in  the la s t 2 yea rs  defin itely, w h en  w e in terview  
a n yb ody w e in terview  them  w ith  a  view  th a t th ey’re goin g to b e tra in ed  in, 
from  ou r poin t o f view  dom estic, ca tering, lau ndry, porterin g if th ey’re chaps, 
you  kn ow  th ey do get tra ined  in  a ll the areas. An d  for them , ‘ca u se w e on ly 
ta ke on as B ank to s ta rt w ith , they get m ore chance o f w ork  if w e h a ven ’t got 
a ctu a lly va ca n cies  for them  to fill, so it m akes  it b etter for th em  and  u s, 
b ecau se w e can  pu t them  in  any depa rtm ent.
A: Righ t
C: So, b u t I m ean  I’ve a ctu a lly b een  tra ined, I ’ve b een  here 6 yea rs  I th in k  it 
is, and  I ’ve done m os t things, w orked  in  the k itch en  p ot w ash in g, d in in g 
room , sw itchb oard , on the w a rd  cleaning.
A: Is  th a t ou t o f you r choice?
C: Yea h
A: You  w eren ’t pu shed  in to b ein g  m u ltiskilled?
C: O h  no, if som eb ody d on ’t pa rticu la rly w a n t to go in  an a rea  then  w e d on ’t 
force it, you  know , b u t u su a lly th ey’re qu ite happy, th ey like the va riety 
anyw ay.
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A: You  w ere sa yin g  th a t you  w ere dom estic, b u t you  h a ng cu rta in s  and  th a t 
sort o f th ing, so w hen , did  you  s ta rt d oin g th a t w h en  you  sta rted  th is  job , or 
h a ve you  b een  tra ined  u p?
F: N o I s ta rted  w h en  I sta rted  the job  
A: H ow  lon g have you  b een  here?
C: 12 yea rs
A: O h  right, so its  qu ite an old  thing, no n ot an  old  th in g 
Lau gh s
F: I h ad  a  b it m ore h a ir as w ell w h en  I sta rted  
Lau gh s
A: D id n ’t m ean  it like tha t
C: W e d on ’t cla ss  Joh n  as a  dom estic, h e’s m ore like ou r h a ndym a n  
F: H andym an , yea h
C: H e does, w e d on ’t a ctu a lly have a  w a rd  th a t he cleans . H is  p rim a ry job s  
are corr idors , b ig cleans, ca rpet h anging, er cu rta in  h a n gin g s or iy 
E: C a rpet hanging, th a t’s differen t!
Lau gh s
C: W ell you  n ever know , w a tch  th is  space!
A: So for peop le w h o w ere dom estics  or ca terin g  b efore m u ltisk illin g 
cam e in, ca n  th ey w ere th ey ju s t offered  the opportu n ity to b ecom e 
m u ltisk illed?
C: yea h
A: A n d  if th ey d on ’t w a n t to do th en  th ey d on ’t h a ve to do it 
C: No
A: B u t is  it m ore encou raged  to be m u ltiskilled?
C: W e do w e try and encou rage them , b u t w ith ou t forcin g them . I m ea n  a t 
the m om en t w e ’ve had  a  p rob lem  in ou r k itchen  h a ven ’t we, w e ’ve had  to u se 
a  lot o f a gen cy sta ff, for peop le com in g ou t tem pora ry for one rea son  or 
another, and  erm  so if w e needed  a  potw ahser, and  if a gen cy h a d n ’t tu rned  
u p, and w e ’d have a sked  a nyb ody w h o w a s n ’t on du ty, or even  w ork  in  the 
d in in g  room  serving  m ea ls  to s ta ff d in in g  room , if th ey w a n t to com e in  th en  
w e tra in  th em  u p  to do it, and th ey’ve lea rn t an oth er skills  as w ell and 
th ey’re help in g you  ou t a t the sam e time. If th ey say no then  th a t’s fa ir 
enou gh .
D : B u t a  lot o f peop le like doing it thou gh  don 't th ey 
C: yea h , yea h  
D : it’s m ore va riety
C: I m ean  you ’ve done it h a ven ’t you  Alison , you  done 
E: I ’ve done kitchens, d in in g room  
C: M ind  you ’ve done it as w ell h a ven ’t you  John  
F: yea h
E: Ja ck  o f a ll trade, m aster o f none 
Lau gh s
A: So do you  p refer m u ltiskillin g  b ecau se o f the va riety, you  kn ow  a  b it 
o f everyth in g
E: Its  give, its, if you ’re w ork in g as  dom estic one da y and  as  I sa y you ’re 
goin g in  the d in in g room  the day a fter, its  som eth in g d ifferen t every tim e.
You  m eet d ifferen t peop le as w ell. It is  rea lly, it’s som eth in g, it gives  you  like 
sp ice o f life, its  d ifferen t every day.
C: You  get, I m ean  I’ve b een  a  team  leader a ll th e w h ile I’ve b een  a t 
H ighb u ry, erm , b u t you  get certa in  d irectora tes  th a t d on ’t ta lk  to you , ‘oh  its  
ju s t a  d om es tic’ you  know  ‘w on ’t ta lk  to th os e’, b u t w h en  you  s ta rt w ork in g
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serving them  m ea ls  or w ha tever, th ey get to kn ow  you  for a  d ifferen t poin t o f 
view  and  th ey ta lk  to you  b etter.
A: O h righ t
C: A n d  I a ctu a lly th in k  now , ‘cau se w e u sed  to w ea r overa lls  d id n ’t w e, and 
s ince w e ’ve gone in to a  sm a rt u n iform , or you r u n iform  sh ou ld n ’t m ake any 
d ifference to w h o you  are, b u t th ey do ta lk  to you  better. So ju s t seein g 
peop le in  a  d ifferen t area , th ey ta lk  to you  b etter, and  th ey ta lk  to you  a fter 
as w ell you  kn ow  th ey d on ’t, on ce you  go b ack in to you r dom es tic role, th ey 
d on ’t say ‘oh d om es tic’ aga in. So even  from  tha t p oin t o f view , d ifferen t 
d irectora tes  get to kn ow  you  b etter as w ell.
A : So you  th in k  th ere’s like cred ita b ility to b ein g m u ltisk illed?
C: yea h  I th in k so, I defin itely find  tha t
H: Its  gettin g  b etter now  is n ’t it, com pa red  to w h a t it u sed  to be.
A: H a s the Tru s t sort o f advertised  the fa ct tha t you  are b ecom in g 
m u ltiskilled , or is  it ju s t th a t th ey see you  in  d ifferen t a rea s?
H: I d on ’t know , s ince M a rk D avies  has  come, w e’ve b een  on  a  lot o f tra in in g 
h a ven ’t w e, I m ea n  h e’s a  b ig b eliever in tra in ing.
C: A  lot o f tra in in g
H: A n d  w e have b een  on su ch  a  hell o f lot o f tra in in g 
C: An  aw fu l lot o f tra in in g
H: A n d  h e’s even  sen t u s  a w a y like to C heltenham  and  th in gs  like that, 
h a sn ’t he, and  w e have a  qu a rterly hotel services  m eetin g, w h ich  is  here, b u t 
som etim es  h e’ll take u s  aw ay, m ayb e for the a fternoon . B u t its th in gs  like 
th a t yeah , and h e’ll pa ss  in form a tion  on to the ch ief exec w on ’t he o f w h a t 
w e ’re a ctu a lly doing, ‘cau se team  leaders  a re now  d oin g a ssessors  cou rses , 
you  kn ow  it w a s  n ever  h ea rd  o f at one time, b u t it is  now .
A: So M a rk ’s b een  qu ite good  like that?
H: Yea h
A: O r is  it too m u ch  tra in ing?
H: A t the tim e
C: You  th in k so at the time, ‘oh god, not another on e!’.
A: A re the tra in ing, is  the tra in ing w here you  have to hand  in  a  w ritten  p iece 
o f w ork  or anyth in g like tha t?
H: Its  a ll sorts
C: E rm  som etim es  it can be, erm  b u t som etim es  its  ju s t like goin g  to you  
kn ow  a  sem inar, you  kn ow  you  here the righ t w a y o f doin g th in gs  and  you  
get a  b ook  to b rin g aw ay w ith  a ll handou ts  in  and th a t you  know . E rm  w e 
w en t to C la rendon  on a  com pu ter cou rse, a ll the team  leaders , erm  ‘ca u se w e 
had  to s ta rt u s in g com pu ters . I m ean  m e for one had  n ever even  u sed  a  
com pu ter
H: S ca red  o f sw itch in g in  on 
Lau gh s
C: I th ou gh t ‘oh n o ’ like I w a s  rea lly d rea d in g it, I m ea n  M a rk  w a s  la u gh in g.
* A n d  he ju s t kep t saying you ’re going  have one you ’re goin g  h a ve one, a n d  I’m  
like I ’m  n ot tou ch in g it.
Lau gh s
C: I w a s  rea lly, ‘cau se I’m  n ot techn ica lly m in ded  and  so w e w en t on  th is  
cou rse and it w a s  b rillian t, you  know  and I’m  like, god  co llege I’m  n ot goin g 
to college, you  ca n ’t go to college a t m y age, b u t it w a s  grea t I loved  it, and  
n ow  I keep  p u sh in g for  the n ext one. I h a ven ’t got it yet, b u t I ’m  trying, so if 
you  do h ea r th is  M ark!
Lau gh s
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C: Ju s t in  case
B : W h a t a b ou t N VQ s, have you  done any, or are there likely to b e a ny?
All: Yes
E: yes  done them
C: yea h  w e do them . W e’ve got, w h a t one is it, one or tw o lots  gone th rou gh  
on the Level 2 now , erm  and th ey’re like ongoing, w h en ever Level 1 fin ishes , 
you  get the n ext cla ss  sta rted  on it, so th ey’re goin g th rou gh  a ll the tim e. B u t 
th ey have to do, w ell w e encou rage them  to do Level 1, erm  b u t w e d on ’t 
force them  to do Level 2, if th ey feel Level l ’s enou gh  th a t’s fine. Level 2 ’s 
m ore, I w ou ld  sa y m ore o f a  su pervisory level rea lly is n ’t it, b ig  m a ch in es  and 
th a t w h ich  th ey w ou ld n ’t u se as m u ch  anyw ay, a lthou gh  th ey ca n  do it if 
th ey w a n t and w e ’ll tra in  them  on the m ach ines , so w e d on ’t pu sh  them  into 
Level 2, b u t w e ’d like to th in k  th ey’d do Level 1.
A: D o you  see N V Q s as b ein g w orthw h ile?
I: O h yes  
E: Yes  defin itely 
A: In  you r job ?
F: Yes
E: O h  yes , yes
A: D o you  get m ore m on ey h a vin g N VQ s or a n yth in g like that?
F: No 
Lau gh s
C: N o w e d on ’t. D id n ’t get anyth ing
A: S hou t it
Lau gh s
A: W h y do you  see them  as b ein g w orthw h ile?
E: W ell th ey help  rea lly, th ey go m ore deeper in to depth  in  clea n in g and 
d ifferen t a reas  especia lly. I m ean  from  a  hosp ita l to a  fa ctory, a ll d ifferen t 
k in d s  o f clea n in g chem ica ls  and everyth ing . Its  a ll rea lly in term itten t.
A: So its  good  tra in in g?
E: Rea lly good  tra in in g
A: W h a t ab ou t it as a  qu a lifica tion , is it an y good  to have th is  qu a lifica tion ?
E: Yes  if you  w en t for a nother job  
Lau gh s
A: B u t th a t’s it?
C: B u t you ’re n ot are you ?
E: Yes  I am!
Lau gh s
B : W h y d on ’t you  th in k it is  an y good?
C: W ho m e?
B : Yea h
C: I d on ’t know , I ju s t think, I m ean  a  lot o f th em  have b een  d oin g th eir job  
yea rs , m in d  you  saying  th a t w e have fou nd  a  lot o f th em  w h o have b een  
d oin g it yea rs  h a ven ’t b een  doing it righ t anyw ay.
Lau gh s
C: Its  n ice from  the tra in ing poin t o f view , b u t to b e h on es t I ca n ’t see 
a n yb ody d oin g it you  know  gettin g a  qu a lifica tion  like the N V Q  one for 
clean ing, ju s t to go and get a  a nother job  a  b etter job , I m ean  you  d on ’t do 
you . U su a lly the tra in in g you  get is  so you  can  m ove on . Its  recogn ition  o f 
w h a t you ’re doing, th a t th ey kn ow  th a t w h a t th ey’re d oin g and w h y th ey’re 
d oin g it, b u t I d on ’t know  ab ou t it fu rthering them  in  anyw ay, in  job  w ise 
you  kn ow
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A: Right, do you  feel m ore secu re in  you r job  n ow  tha t you ’re 
m u ltiskilled  or you ’ve got the N VQ  or a nyth ing like that, or is it an 
u n certa in  thing, or d oesn ’t m ake an y d ifference?
Lau gh s
A: W h a t d ’ you  reckon . D o you  n ot th in k it m akes  you  m ore secu re?
C: No 
E: No
B: H ow  secu re are you r job s  for you ?
C: A t the m om en t a lright, b u t a  cou p le o f yea rs  dow n  th e lin e w e cou ld  be 
m a rket tes ted  aga in , and be ou t o f a  job , so you  still n ot 100% su re th a t you r 
job s  goin g to b e th ere for an y length  o f tim e. E rm  w e ’ve on ly got the con tra ct 
for 5 yea rs , and  w e ’re w h a t 
E: In  the second  yea r  now  
A: Th a t’s in -h ou se?
C: N o w e’re in  the th ird  yea r n ow  a ren ’t w e?
E: S econd , second  yea r 
C: S econd  yea r then  
E: So w e ’ve got 3 yea rs  to go h a ven ’t w e 
A: Is  tha t in -hou se, did  you  say?
C: Yeah , w e did  w in  it b ack, b u t w e had  to m ake a  lot o f cu ts  to do it. The 
dom estic h ou rs  w a s  cu t and  the am ou n t o f s ta ff w e ’ve got w a s  cu t, b u t 
F: M a teria ls  
C: yea h
F: W as  cu t dow n
C: Yea h  and even  thou gh  th ey’ve cu t it dow n  to the b a re kn u ckles  you ’ve still 
got to m ake savings  aga in  anyw ay, so you ’ve got th a t w orry a ll th e tim e, if 
you  d on ’t m ake enou gh  saving on you r bu dget.
B : So w a s  b etter b efore w h en  it w a s  ou t?
C: No, it defin itely w a sn ’t b etter 
H: No
A: W ho had  it w h en  it w as  ou t?
C: W e, w e sam e team , w e w on  in  b a ck  in -hou se, b u t it w a s n ’t b etter. W e had 
m ore hou rs  and w e had  m ore people, b u t it w a s n ’t b etter. E rm  the 
m a n a gem en t is  b etter now  
H: M m m
C: W e’ve defin itely got a  b etter  m a n a gem en t than  w e had  b efore. A lth ou gh  
som e o f the m anagers  are still the sam e m anagers , b u t erm  I tell you  w h a t it 
m akes  a  b ig difference
B: So are the m anagers  tha t w ere there b efore b u t are s till here, have 
they, do you  still have the sam e op in ion  o f them  or do you  th in k 
th ey’ve im p roved?
C: I th in k th ey’ve im p roved , I th ink th ey’ve had  to, a lth ou gh  the ones  th a t 
are still here w ere p retty good anyw ay, erm  even  so I th in k th ey s till h a d  to 
im p rove th eir w ork  the sam e as w e ’ve had  to im p rove ou rs.
B : W h a t ab ou t B ev do you  have m u ch  con ta ct w ith  him , B ev S tringer?
H: No 
E: No
C: I a ctu a lly th ou gh t for a  lon g w h ile th a t it w as  a  w om a n
Lau gh s
F: I h ave too
A: So you  d on ’t see h im ?
E: N o w e d on ’t see h im
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C: E rm, M arilyn  m igh t b een a t th is  end, see w e ’re n ot on this  s ite 
H: Yea h  you  see them , b u t its  on ly ju s t like ju s t w a lk in g  b y 
A: H e d oesn ’t com e in  and take m eetin g so 
H: N o 
A: N o
B : Is  B ev M a rk ’s b oss?
D: H ave you  m et h im  
H: Yea h
D : I d on ’t even  kn ow  w h a t he looks  like
C: Yea h  B ev’s M arks  b oss  is n ’t he. B u t w e d on ’t h a ve a  lot o f dea lings  w ith  
M ark, b ecau se h e’s u p here and w e ’re a  H ighb u ry or Lin gs  B ar, b et you  d on ’t 
see h im  m u ch  either?
H: N o I th in k you  ju s t tend  to go to you r im m ed ia te m a n a ger 
C: Yea h
H: U n less  you ’ve got a  rea l b ig p rob lem  you  kn ow  b u t, rea lly, I m ea n  w ith  u s, 
w e’ve had  to have m ore dea lings  w ith  M a rk ju s t la tely ‘cau se w e h a ven ’t had  
a  m anager, so h e’s b een  like ou r m a n a ger as w ell.
A: Right, so is  M ark, if h e’s not you r m anager, is  he the m a n a ger o f you r 
m a na gers?
C: Yes  
H: yes  he is
A: So have you  got a  n ew  m a n a ger now ?
H: Yea h  w e have 
A: A re th ey a lrigh t?
H: H e’s b een  here a  few  years .
A: O h
C: H e’s b een  a t H ighb u ry for a  w h ile h a sn ’t he 
H: Yea h
A: So h e’s applied, h e’s b een  prom oted  u p to b ein g a  m a n a ger now ?
C: No he w a s  a  m a n a ger at som e site
H: No I th in k  h e a lw ays  has  b een  in  his  ow n righ t a  m a n a ger
C: He w a s n ’t a n yth in g to do w ith  H otel Services  b efore
B : W h a t w a s  he then?
C: I d on ’t know , C on tracts  
H: C on tracts  M anager 
F: C on tracts
C: S om eth in g  to do w ith  C on tracts  w eren ’t it. H e took  over secu rity d id n ’t he, 
w h en  M ark left
I: Yeah . I m ean  h e’s done s im ila r b efore h a sn ’t he 
C: Yeah , I m ea n  h e’s lovely.
A: O h is  he a lrigh t?
C: Yeah , w ell he w a s  a t H ighb u ry w a sn ’t he 
D : Yea h  
C: Lovely b loke
H: B u t h e’s b een  b ased  everyw here rea lly h a sn ’t he rea lly so h e’s not, he 
know s w h a t’s goin g on, like h e’s b een  b ased  everyw here.
C: h e’s one o f these m anagers  tha t every tim e th ey h a ve a  res tru ctu re h e ’s 
the one th a t gets  m ove rou nd  is n ’t he, to d ifferen t p os t every tim e, you  know , 
so
H: Yea h
D: H e’s defin itely b efore
C: Yea h  h e’s nice. I th in k you ’ll get on w ith  him
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H: Yeah , h e ’s a lrigh t
A: N ext qu estion  is  w h a t do you  th in k o f the Tru s t as an  em p loyer?
G ood  or b ad? D o th ey va lu e you  as an em p loyee? D o you  th in k  th ey 
a pprecia te you ?
C: I th in k  th ey’re su pposed  to 
Lau gh s
C: Yea h  su pposed  to
A: H ow  are th ey su pposed  to do it? and th ey d on ’t.
C: W ell th ey p rob a b ly do, its  ju s t you  d on ’t get m u ch  evid ence o f it 
H: No
C: For the likes  of, no
A: You  w ere sa yin g  b efore a b ou t peop le n ot ta lk in g  to you  and  n ow  ju s t 
‘cau se you ’ve got a  n ew  u n iform  th ey ta lk  to you  
H: yea h
C: Yeah , and  you  a re ju s t cla ssed  as the dom estic team  you  know . A lthou gh , 
the girls  and  the chaps , have ju s t h ad  n ew  u n iform s  as w ell, erm  and  the 
a m ou n t o f peop le th a t have com m en ted  on h ow  n ice th ey looked  and  it 
b oos ted  their m ora le and it b oosted  their profile, you  kn ow  peop le n otice 
th em  m ore. B u t you  still d on ’t get m a n y th a n k you s . You  get a  lot o f 
com p la in ts  if you  m is s  anyth ing, b u t you  n ever get an y th a n k you s  
E: No th a n k  you s
C: So the on ly w a y  th a t you  kn ow  you ’re a pprecia ted  is  if you  d on ’t get a  
com p la in ts . W h ich  is actu a lly m y h u sb a n d ’s ph ilosophy, if h e d oesn ’t 
com p la in  a b ou t h is  m ea l then  its  a lright!
Lau gh s
C: W ell I h a ven ’t sa id  its  horrib le have I’
B : H ow  m u ch  sa y did you  have in  you r u n iform s , w ere you  a llow ed  to 
in flu ence w h a t the actu a l u n iform  w ou ld  look  like, or w ere you  ju s t 
given  it?
G: W e d id n ’t as a  dom estic, w e w a s n ’t. W e ju s t got you  kn ow  you ’re h a vin g 
th is  and  th a t’s it.
E: W e did
C: You  d id n ’t did you  
E: N o I w a s  fa sh ion  m odel 
Lau gh s
C: W e actu a lly had  a  w ork in g p a rty as  th ey ca lled  it, erm  
A: Is  th a t w h ere th ere’s represen ta tives?
C: Yeah , and  erm  you  had to p ick  som eb ody from  each  area , erm  to h a ve a  
look  at the u n iform s  on offer, and then, I m ea n  w e took it b a ck  to H ighb u ry, 
th e ones th a t w e w a s  in teres ted  in, and show n  as m a n y as w e cou ld , w h a t 
th ey th ou gh t and let so m a n y o f th em  try th em  on. Th en  it w a s  sen t dow n  
here w a s n ’t it, to W ells  Road, and it w a s  sen t L ings  B ar. Lings  B a r h a ve a  
d ifficu lty in  th a t th ey d on ’t actu a lly have m a n y w a rd s  a t L in gs  B ar, b u t they 
dea l w ith  a  hu ge am ou nt o f peop le in  the com m u n ity. So m a yb e a ll o f those 
d id n ’t actu a lly get a  chance to see it, and give their  op in ions  on  it b efore it 
w a s  decided . B u t the idea  w a s  th a t you  w en t w ith  the m a jority. E rm  sa m e 
w ith  the team  leaders  and the chefs, ‘cau se it w en t r igh t th rou gh  hotel 
services, everyb ody had  a  com p letely n ew  u n iform , sw itchb oa rd  
H: B u t I th in k  a lso w ith  the dom estics, I d on ’t kn ow  w h eth er th ingy, th ey 
h ad  a  choice th is  tim e w ith  the trou sers , ‘ca u se w e ’d n ever had  trou sers  
b efore. Th e other m anagers  sa id  no, you  know , b u t th is  tim e th ey looked  on 
it th a t th ey cou ld  have a  choice w ith  trou sers, and I th in k  m os t o f them  w en t
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w ith  trou sers
E: A n d  s ince w e ’ve had  ou rs, the nu rses  have gone to trou sers  as well, so 
A: Tren d  Setters !
H: W h ich  I th in k w a s  a  b ig b oos t for everyone you  kn ow  
E: Yeah , its  a  lot b etter w ork in g in  trou sers  
H: Th a t w e cou ld  a ctu a lly go in to trou sers
C: W ell w h en  you  cra w ling u n d er b eds  and som e o f the clien ts  th a t w e do 
dea l w ith , erm , I m ean  like on th is  s ite, th ey’re m en ta l hea lth , w e ’ve got 
lea rn in g d isab ilities  a t H ighb u ry, cra w ling u n d er b eds, s ta n d in g on  cha irs, 
w ip in g ledges  and that, th ey n eed  trou sers, so th a t w a s  n ice th a t th ey had  
tha t choice. B u t w e did have tha t choice as w ell d id n ’t w e?
H: Yea h
C: E xcept th a t none o f the team  leaders  w a n ted  trou sers , w ell you  w ou ld n ’t
you  know
Lau gh s
A: D o th ey have m a n y o f these w ork in g pa rties  for oth er th ings . Are 
th ey ongoin g or are th ey ju s t w h en  an is su e com es  u p  so th en  th ey 
form  them ?
C: E rm, w ell as m y role as a  co-ord ina tor a t the m om en t, ‘ca u se each  coord in a tors  
got a  d ifferen t job , and I’ve taken  over from  the ca terin g coord in a tor,
I’ve ju s t had  to have a  w ork in g party, to er look  in to b u yin g new  
food  trolleys  for the Tru st, and so tha t w a s  in volvin g a ll peop le th a t w a s  
u s in g it, es ta tes  th a t w ou ld  m end  it, porters  p u sh in g it a rou nd  and 
tra n sportin g it, ch efs  th a t w ou ld  fill it, you  know , peop le on the w a rd s  th a t 
are serving from  it, to m ake su re everyb ody had an  in pu t on  it. So yeah , if its  
a  b ig is su e and  its  going to a ffect a  lot o f peop le, then  yea h  I th in k  th a t’s 
w h a t they tend  to do, in  H otel S ervices, I ca n ’t sa y for an yb ody else.
H: Its  the sam e w ith  the NVQ , w h en  w e’re doin g N VQ , th ey d on ’t ju s t stop  in 
one p lace, th ey go to a ll 3 d ifferen t hosp ita ls , w h ich  is a  good  th ing. Th ey like 
th a t th ey ca n  go ou t and ab ou t, so they go to a ll 3 d ifferen t hosp ita ls . Th ey 
have a  sess ion  a t all, you  know , so they can get u sed  to everyw here 
A: An d  th ey m eet a  lot m ore peop le?
H: Yea h
E: Th a t’s d ifferen t from  w h en  w e had  ou rs 
F: Yeah , w e w ere in  one p la ce 
H: Th a t’s righ t yea h  
E: A ll th is  u n it w h en  w e did ou rs
A: So is  th a t ju s t a  recen t th in g th a t th ey’ve in trodu ced?
E: yea h
A: D o you  th in k you  w ou ld  have b enefited  m ore if you ’d have gon e ou t to the
hosp ita ls , other ones, or w ou ld  it have ju s t have b een  a  n icer
Lau gh s
C: Its  a  longer da y ou t now , erm  ‘cau se w h en  th ey’re w ork in g th rou gh  the 
books, its  n ot su pposed  to take tha t long, b u t then  you ’ve got to a llow  th em  
tra vellin g  to a  d ifferen t u n it, w here w h en  w e did ou rs , w e w a s  b a sed  a  
H ighb u ry a ll the tim e, w eren ’t w e and it w eren ’t so long. So now  you ’ve got to 
p la n  on th em  n ot b ein g  there a ll m orning, w h ich  I fin d  a  b it a nnoyin g . B u t 
I ’ve done m ine now , so it d oesn ’t rea lly m a tter 
La u gh s
C: Y ou ’ll be d oin g you r n ext one
F: C au se ob viou s ly you ’ve got to pu t you  kn ow  you ’ve got to fill in  for the 
peop le th a t’s gone for the N VQ , you ’ve got to get s ta ff to fill in  for th em  th a t’s
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off
A: Is  tha t a  b it o f a  p ffa f on? Is  it a  good sacrifice
C: W hen  you ’ve got to send  8 peop le from  H ighb u ry, I m ea n  its  su pposed  to 
be 8 from  each  site is n ’t it 
H: yea h  it is
C: E rm  its  a  lot o f p eop le to cover, so its  w e ’re fin d in g th a t b it h a rd  
A: H ow  long does  it la s t the N VQ , how  lon g do th ey go 
C: W ell the actu a l w orkb ooks  is  su pposed  to b e a b ou t 1 2 - 1 3  w eeks . Ju s t 
one da y a  w eek  you  know , or one m orn in g a  w eek .
A: So once a  w eek  you  have to find  8 peop le?
C: Yea h  extra
H: S pecia lly if you ’ve got a  s ta ff shortage as w ell
C: Yeah , w h ich  w e have
A: W ell its  a  good  job  you ’re m u ltiskilled!
Lau gh s
A: D o you  th ink, do you  have a  lot o f dea lings  w ith  the nu rses  m u ch?
E: I do on m y w a rd  
G: Yea h
A: D o th ey trea t you  w ith  
E: Th ey do on  m y w a rd  
A: D o you  feel va lu ed?
E: Yea h  I get on w ith  th em  now , very very w ell 
A: H ave you  a lw ays  or
E: No I ’ve on ly ju s t s ta rted  th is  job , ‘cau se I ’ve a lw ays  b een  on n ights  you  see 
Lau gh s
A: So th ey’re n ice to you ?
E: V ery nice, its  a  n ice w a rd  actu a lly
A: Its  on ly the honeym oon  period , th ey’ll b e n a s ty to you  soon!
Lau gh s
H: I th in k its  gettin g  b etter. I w ou ld n ’t have sa id, a  w h ile ago I w ou ld  have 
sa id no.
A: Is  th a t ‘ca u se you ’re m u ltisk illed  do you  th ink? or
H: E rm  I d on ’t kn ow  ab ou t that. I m ean  som etim es  you ’ve on ly ju s t to go on 
the sh ift and ju s t get the odd one nu rse, and th a t’s it you r m orn in g ’s 
fin ished , b u t I do th ink it is gettin g  b etter, b u t I still th in k som etim es  its  
w h en  you  go on its  w h o is  a ctu a lly on th a t shift.
A: Righ t
B : W h a t a b ou t the doctors , the consu ltan ts?
D: D on ’t see rea lly them  do w e 
F: No
H: Th ey can  ju s t w a lk  b y you  in  a  corridor 
G : An d  n ot speak 
F: Yea h
E: You ’re ju s t a  shadow  rea lly a ren ’t you  to the doctors , th ey d on ’t say 
C: W e’re an  in conven ience to th em  w e sh ou ldn ’t be a rou nd. W e com e in  
w h en  w e ’re n ot th ere rea lly
H: I m ea n  you  can  say you ’re a  dom estic on their  offices  or w h a tever and 
th ey’re rea lly ju s t ‘get ou t’. W h ich  I find very annoyin g, and  I w on ’t I’ll ju s t 
stand  th ere till th ey speak to m e p roperly. B u t if th ey’re a  dom es tic on there, 
th ey’ll ju s t au tom a tica lly cringe and com e ou t, w h ich  I find  a  b it. B u t w e still 
get th a t n ow  and again .
A: Is  th ere anyth in g like th a t you  cou ld  a sk M a rk to do, or you r m a n a ger to
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do to say, or is  it ju s t their m en ta lity?
H: N o
C: Its  ju s t th eir m en ta lity isn ’t it, yeah . Th ey’re so fa r u p  th em selves  they 
d on ’t n otice a nyb ody else do they
H: A n d  you ’re ju s t there to go and em pty their b in, b u t th ey’re soon  on the 
phone if th eir b ins  h a ven ’t b een  em ptied .
E: Yea h
H: I h a ven ’t h ad  a  dom estic ton igh t or w hatever . B u t th a t still, th a t s till goes  
on
A: Yeah . D o you  th in k the Tru s t keeps  you  in form ed  a b ou t releva n t 
d evelopm en ts  th a t cou ld  a ffect you ?
H: yea h
A: A re th ey qu ite good  like tha t 
H: W e have team  b riefs  n ow  d on ’t w e 
C: O nce a  m onth  w e get a  team  b r ief
A: A n d  is  th a t w ith  the d ifferen t hosp ita ls , you  d on ’t com e togeth er for you r 
m eetin gs?
H: N o
C: No, its  ju s t on w a rd
H: C o-ord ina tors  do and m a na gers  d on ’t th ey
C: Th ey have, like M ark D a vies ll go to a  m a n a ger’s team  b r ief and  he gets  a  
core b rief, as th ey ca ll it, from  w h a t’s h is  nam e M artin  B arkley, he sends  ou t 
h is  in form a tion  and then  M a rk ’ll add his  b it to it, th a t goes  dow n  to Su e, 
s h e ll add her b it to it, w e get that, then  w e do ou r team  b r ief w ith  ou r s ta ff 
and  w e add ou r b it o f in form ation , so b y the tim e th ey get it its  like 
E: It goes  on  and  on and on and  on
C: Its  n ot a ctu a lly very b r ief you  know . Th e w ord  b r ief d on ’t get to it a t th a t 
level
H: B u t th en  th ey at the end, then  w e a sk  th em  at th e end  d on ’t w e, d on ’t w e 
if th ey’ve got anyth ing, and then  if th ey’ve got a  p rob lem , w e righ t it and  w e 
go b a ck  to ou r m anagers
A: Right, so do you  have to go th rou gh  everyth in g th ey’ve sa id  w ith  you r 
team  
H: Yea h  
C: Yea h
H: A n d  then  a t the end, then  w e ll a sk them  if th ey’ve got a n yth in g to say 
and  then  th eyll com e b a ck  w ith  w h a t th ey th ink, and th en  w e ll send  th a t 
b ack
C: B u t its  su pposed  to be a  tw o-w ay you  see, th ey pa ss  in form a tion  dow n  
b u t you  can  a lso send  in form a tion  b ack
A: Is  tha t ju s t su ggestions , or you  feelings  on w h a t th ey’ve sa id?
C: Yea h  u su a lly, or if anyone w an ts  anyth in g in  pa rticu la r, tra in ing, if th ey 
feel th ey n eed  som e n ew  equ ipm en t, w ha tever .
A: So you  get like qu ite a  few  opportu n ities  to pu t a  few  th in gs  
forw a rd , or once a  m onth  
C: S hou ld  do
A: D o you  th in k  its effective th a t system ?
C: To a  degree
A: Is  th a t w ith  you r tra in in g requ ests , are th ey qu ite good  w ith  you r
C: O h  yea h , w e d on ’t a sk  for an y o f them  now  do w e
Lau gh s
C: Th ey’re ju s t there. I d on ’t know  h ow  do you  fin d  the team  b riefs?
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B: If you  m ade a  su ggestion  w ill it b e lis tened  to? W ill it b e acted  
u pon ?
H: W e hope so, b ecau se like I sa id  it goes  b a ck  to M ark, and th e w a y M ark is
I w ou ld  say
C: If its  rea sonab le
H: Yea h  I w ou ld  sa y yes .
A: W h a t a b ou t w h en  you r services , you  w ere doin g you r M a rket 
Testing, w ere they, w ere the Tru s t keep in g you  in form ed  a b ou t w h a t 
w a s  goin g on th ere?
C: N o 
H: No
C: It w a s  d ifferen t m a n a gers  thou gh  then  you  see, and a lthou gh  w e h a d  to 
sort o f do like do like, w e had  to decide w h o like w orked  on every w a rd , the 
hou rs  th ey w orked , and erm  to m ake su re you ’ve got everyw h ere covered, 
and  th a t’s a ll th e in pu t w e had  rea lly on it, w e d id n ’t h ave a n yth in g else to 
do w ith  it. W e w a s n ’t consu lted , like if w e cu t you  dow n  to th is  w ou ld  you  
m anage, if w e cu t th a t w a rd  dow n  h a lf an  h ou r w ou ld  you  m anage, and  even  
n ow  th ere’s som e a reas  a t H ighb u ry, I m ean  I d on ’t kn ow  a b ou t W ells  Road  
and  Lings  B ar, you  kn ow  th a t w e find  th ey’ve cu t th em  dow n  too far, and  it 
stu p id  the tim e th ey’ve got to do it in. H a lf an  h ou r d on ’t sou nd  a  lot, b u t 
over a  w eek  it m a kes  a  b ig difference on the s tanda rd  o f clean ing . So w e 
w eren ’t consu lted  in  an y o f the M arket Testing, n ot rea lly 
A: Th ey ju s t told  you  the ou tcom e 
C: yea h
A: W a s  th a t ju s t in a  m eeting, th a t the to ld  you  
H: N o
C: E rm , w ell th ey sa id  th ey had  regu la r m eetin g w h ere you  cou ld  go and  
th ey’d in form  you  w ith  the U n ion  there, and  erm w h ere it w a s  goin g  to effect 
them  p a y w ise, th ey kep t them  in form ed  on the pay. D id n ’t ha ve a n y sa y in  it 
b u t th ey kep t them  in form ed . B u t erm  noth in g rea lly, cou ld n ’t do a n yth in g 
ab ou t it, you  kn ow  you r op in ion  d id n ’t cou nt.
A: D id  you r p a y change from ?
C: Yea h
A: U p or dow n?
C: W ell a ctu a lly er, I u sed  to be a  su pervisor, th ey ch a n ged  m y job  title to a  
team leader. I w en t from  a  W h itley C ou ncil C on tract w h ere I got dou b le tim e 
and  tim e and  a  h a lf for w eeken d s  onto the H ea lthca re S u pport W orker w here 
I get b u gger a ll rea lly, 10% for w eekend s  and b a n k  h olidays . So th a t m ea ns  
w e lost, b u t erm  in itia lly I w a sn ’t actu a lly m ea n t to b e d oin g w eeken d s ,
‘cau se I on ly got 15 hou rs  a  w eek, so I, so you  got m ore an  hou r, you r h ou rly 
ra te w en t u p  on th e oth er C on tract to W hitley, its  su pposed  to b a la n ce it ou t, 
b u t it d oesn ’t.
E: It d oesn ’t, you ’re w orse off
C: Yea h  som e peop le are still on pay protection , th ey’ve got p a y p rotection , 
b u t even  th a t d id n ’t w ork  ou t like they sa id  it w ou ld . You  w eren ’t su pposed  
to lose anyth ing, I m ean  the likes  o f John , oh no you  d id n ’t do w eeken d s  did 
you , you ’re on  p a y p rotection  thou gh  a ren ’t you ?
F: I am  yea h
E: Pa y p rotection  yea h
C: Yeah , b u t if th ey did, erm  som e o f the girls  th a t w ork  regu la r w eeken d s  , if 
th ey w a s  on p a y protection , it w a s  ju s t on their b a s ic hou rs , so w h en  th ey 
got their enhancem en ts  for the w eekend , it b u m ped  their  m on ey u p, so th ey
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los t their p a y p rotection , b u t th ey a lw ays  did  w eekend s , so w h y th a t m akes  a  
d ifference. So w h a tever th ey did  th ey d id n ’t get a n y m ore m oney.
A: So th ey got a rou nd  it som ehow ?
C: Yeah , and  none o f th is  cam e ou t clea r a t the s ta rt o f it all.
H: You  see a t ou rs  a t the W ells  Road, you  see n ot a t the la s t one b u t a t the 
one before, th ey had  a ll th eir w eeken d s  taken  o ff them .
C: Yea h  th ey w ork  it on B a n k d on ’t th ey
H: So for ou rs  now , w h en  th ey com e to w eeken d s  its  ju s t B a n k m oney.
A: Right
B : W ere the U n ions  aw are o f th is?
C: Yea h  
H: Yea h
D: Th ey’re u seless
H: So th a t’s, a t the W ells  Road  n ow  w h en  them  girls  w h o p rob a b ly did  a  
w eeken d  on a  rota  got the dou b le you  know , b u t n ow  th ey d on ’t th ey ju s t 
w ork  M on da y to Friday, so th ey’re com e in  on B a n k now.
C: A ll the overtim es  on B a n k is n ’t it 
H: Yeah , a ll the overtim es  on B ank.
B : A re the U n ions  s till u seless?
All: Yes
H: Yes , It w a s  a  n ightm a re for them  
A: A re th ey an y good  now ?
H: No 
C: No
A: N ot w orth  it?
C: No 
H: No
A: Is  th a t ‘cau se, I m ean  do you  dea l w ith  them  over is su es  oth er than  pay? 
Are they
C: I p erson a lly w ou ld n ’t dea l w ith  them  at a ll
H: I th in k the m a jority o f the s ta ff now , ju s t say, d on ’t b oth er
D : I h a ven ’t b othered
H: A n d  I th in k a  lot o f p eop le’s com e ou t o f it a ctu a lly
A: D o you  th in k th a t’s from  the w h en  you  M a rket Tes ted  and th a t change?
C: yeah , I th ink so 
H: yea h
E: Yeah , th ey d id n ’t help at a ll did  they, th ey w a s n ’t in teres ted  
H: No
A: W ou ld  you  recom m end  the Tru s t as a  good  em p loyer to other 
peop le?
D: I d on ’t th in k  th ey’re are a  very good Tru s t financia lly, com pa red  to other 
Tru s ts . I m ea n  if you  w ork  for the C ity H osp ita l, th eir Tru s t, th eir  norm a l 
W h itley con tra ct and their Tru s t con tract, the p a y is  exa ctly the sam e, righ t, 
yeah . W herea s  if you  com e to th is  one, ob viou s ly the p a y is  tota lly, so w hy, if 
som eb ody cam  to m e and say oh I w a n t to w ork  in  a  hosp ita l as  a  ch ef or 
w ha tever, I h on es tly w ou ld n ’t recom m end  them  to com e to th is  one. I 
w ou ld n ’t no. I w en t from  C ity one to th is  one, and  I los t £120 a  m onth , b u t 
I’d a lrea dy m ade the m ove you  kn ow  and you  d on ’t go b ackw ard s , so it w a s  
m y ow n  fau lt, b u t I ’d never recom m end  a n yb ody to com e for th is  Tru s t, 
fin a n cia lly anyw ay.
A: W h a t a b ou t the res t o f you ?
E: Tra in in g w ise, th ey’re a  lot b etter, defin itely yeah . Th ey offer a  lot m ore,
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yea h
A: A n d  are the m anagers  a lright here, and  su pervisors?
C: S u pervisors  a re b rillian t!
Lau gh s
E: Th ey are a ren ’t they M aggie!
La u gh s
B : W ho do you  iden tify as w ork in g for, do you  see you rselves  as 
w ork in g for the Tru st, or do you  see you rselves  as w ork in g for N H  
Facilities?
E: You  w ork  for the hosp ita l d on ’t you , th a t’s a ll 
A: So each  in d ividu a l hosp ita l?
C: Yea h
E: Yea h  ju s t w ork  for the hosp ita ls
C: I th in k you  w ork  for the Tru s t thou gh , d on ’t you , you  kn ow  you  w ork  for 
the Tru s t
E: yeah , you  ju s t d on ’t sa y you  do
C: Its  ju s t you  d on ’t have anyth in g  to do w ith  the Tru s t as su ch , and  its  NH 
Facilities
H: I th in k w h a t it is  as w ell, its  like the M a rket Testin g, on  3 occa s ion s  its  
a lw ays  b een  H otel S ervices, and any tim e its  a lw ays  b een  H otel S ervices  
B : U n fortu n a tely th a t’s G overnm en t policy 
Lau gh s
H: Yea h  th a t’s it, and I th in k  som etim es  even  the s ta ff w ill say that, th ey’ll 
sa y ‘w ell w h y do w e b other, its  on ly H otel S ervices ’.
A: Right, so you  w ou ld n ’t recom m end  it as a  good  em p loyer? I m ea n  is 
it
H: I d on ’t kn ow
D : W ell I su ppose w e’re no w orse o ff than  a nyb ody else, are w e 
A: C om pared  to the b ig ou ts ide w or ld , the priva te sector, sort o f th in g 
C: W hen  you  com e to look a t the p riva te sector, I m ea n  w h en  I firs t ca m e 
here I kn ew  w h a t dom estics  ea rned , the job  th ey do and  seen  the job  th ey 
had  to do, I w ou ld n ’t get ou t o f b ed  for it, and  tha t w a s  m y op in ion , th ere’s 
no w a y I ’d com e doin g th a t job  for th a t m oney. B u t th en  w h en  w e 
in terview ed  a  few , for s ta ff like, and th ey’d com e from  clea n in g in  the p riva te 
sector, the m on ey th ey w a s  on, I cou ldn ’t b elieve it, ‘cau se I th ou gh t these 
w ere b ad  paid, and I sa id  w ell w h en ever you  get ou t th ere you  tell th em  w h a t 
you  w a s  ea rn ing, and w h a t you  are ea rn in g n ow  
H: Th ere’s a  b ig d ifference in  that
C: Th ere is  a  b ig d ifference in  the pay, and the cond ition s . I m ea n  I kn ow  it 
sou nds  like you  kn ow  the m a na ger at the m om en t and  you  spou tin g o ff w ith  
them , b u t the cond ition s  are good  I m ean  th ey get good  s ick pay, their  
holidays , erm  so I m ean  from  th a t poin t o f view , and th ey’ve a lw a ys  got 
O ccu pa tiona l H ea lth , th ey ca n  you  know  if th ey’ve got a n y p rob lem s  th a t 
keep  reoccu rring. If th ey w a n t to go to, even  if w e d on ’t refer them , w e ca n  
get th em  in, you  know
A: Is  th a t phys ica l O ccu pa tion  H ea lth  p rob lem s?
C: W ell anyth in g rea lly, I m ean  if they feel th ey w a n t cou n sellin g for 
anyth ing, w e can you  kn ow  get in  tou ch  w ith  cou n sellors  for d ifferen t th in gs  
as  w ell, there is th a t b a ck  u p  you  know . I m ean  I w a s  h a vin g p rob lem s  w ith  
m y knee, a lth ou gh  I w a s  going th rou gh  m y ow n G P it w a s  very s low , and  I 
con ta cted  O ccy H ea lth  and sa id th a t you  kn ow  it w a s  b egin n in g to effect m y 
job , w h ich  it w a s  th ey got it speeded  u p. Th ey ca n ’t refer you  to a  specia lis t,
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you  have to go th rou gh  you r ow n G P, b u t th ey ca n  get the p rocess  speeded  
u p  s ligh tly you  know .
A: O h righ t
C: So as  fa r as the b enefits  here, I th ink its  good.
A: A re you  sa tis fied  w ork in g for the su pervisors  and  m a nagers?
Lau gh s
E: C ou rse w e are 
Lau gh s  
A: A w
C: G o on b e honest!
E: C ou rse w e a re 
F: Yea h
A: Yeah , do th ey keep  you  in form ed  ab ou t releva n t even ts?
F: Yea h
E: W hen  th ey th in k a b ou t it yea h  
La u gh s
D : W e’re h a vin g a  team  b r ief th is  w eek  a ren ’t w e 
E: I kn ow  w e are
C: I like to goss ip , so th ey’re a lrigh t rea lly
E: Yea h  w e do d on ’t w e
Lau gh s
A: D o you  feel com fortab le goin g to them  w ith  a  p rob lem ?
F: Yes  
E: O h  yea h
A: W ou ld  you  go to th em  w ith  persona l p rob lem s  or as w ell as w ork  
p rob lem s?
E: Yes  
Lau gh s
A: W h a t ab ou t you r m anagers , ab ove you , do you  get on w ith  you r 
m anagers?
C: Yea h  
H: Yea h
C: Yea h  I do actu a lly
A: You  feel th a t they keep  you  in form ed , and you  cou ld  go to th em  if 
th ere w a s  som eth ing w rong?
C: I w ou ld n ’t go to th em  w ith  persona l p rob lem  
A: No. B u t w orkw ise?
C: W orkw ise yea h
A: An d  you ’d feel tha t th ey’d sort som eth ing ou t?
C: O h yea h  defin itely.
A: H ave you  had  any b ad  experiences  w ith  m a n a gers  or su pervisors?
C: N ot the m a n a gem en t w e’ve got n ow  no 
H: No
A: Th e on e’s b efore?
H: Yea h
C: M y m a n a ger b efore w a s  b a s ica lly a  w a s te o f tim e 
A: D idn ’t do a n yth in g p rodu ctive?
C: No, n oth in g a t a ll, and w e d id n ’t h ave the respon s ib ility th a t w e ’ve got 
now , w h erea s  w e can  m ake ou r ow n decis ions , w e had  to go and  get 
everyth ing pa ssed  b y ou r m anager, w ho w ou ld  ju s t s it on it, w h ich  then  
m ade it look  as thou gh  you ’re not d oin g you ’re job , so w e h a ven ’t n ow  its  
fine, b u t
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H: w e had  a t the W ells  Road, ‘ca u se ob viou s ly ou rs  ha s  ju s t left, so w e had 
b ig  one a t ou rs, a t the W ells  Road. H e w a s  ju s t....
C: A  good  a ll rou nd  chap w a s n ’t he 
H: Ju s t n on - exis ten t 
A: D id n ’t he do anyth ing?
H: N o, ju s t non -exis ten t.
A: So w a s  he m oved  on, he w a s n ’t sacked  or?
Lau gh s
C: I d on ’t th in k w e ’re a llow ed  to say 
I: A  b it sens itive
H: N o w e ’re n ot a llow ed  to say, I da ren ’t an sw er that, I w on ’t a n sw er that, 
you  b etter a sk  M a rk w h en  he com es b ack, I w on ’t a n sw er th a t 
Lau gh s
A: B etter m ove on to m y n ext qu estion.
La u gh s
C: C am e in  a  s ize 9 th ou gh  d id n ’t it?
H: Yes , m ayb e a  10 
Lau gh s
A: W h a t do you  th in k  m otiva tes  peop le to w ork  for the Tru s t?
C: W ell it ca n ’t b e the m on ey can  it?
I: N o
A: Its  n ot the m oney. D o you  th in k its the sense o f servin g peop le, 
h elp in g them  get b etter, or d oesn ’t tha t com e in to it, w ork in g for the 
h osp ita l?
C: C om e you  ca n  an sw er som e o f these 
Lau gh s
C: W h y you  com e to w ork?
I: W ell noth in g  m otiva tes  me!
Lau gh s
I: I d on ’t no, I su ppose w ork in g in  a  team, you  kn ow  you  can m otiva te each
other and th a t helps
A: So its  the peop le you  w ork  w ith ?
I: Yea h  I m ean  I th in k it does  help  yeah . B es ides  th a t I d on ’t, I d on ’t kn ow  
I’ve n ot b een  on th a t cou rse yet!
Lau gh s
C: Th ere’s tim e 
H: W h a t you  h op in g for?
Lau gh s
I: I w a n t like a  cou rse once a  w eek  I do
A: D o you  see it as a  reliab le form  o f em ploym en t, secu re as secu re as  
th in gs  can  get?
C: W ell no jo b ’s secu re is  it 
E: No
C: So I su ppose its  a lrigh t as fa r as it goes
A: So is  it ju s t ‘cau se the Tru s t’s con ven ien t to w h ere you  live, or I 
m ean  none o f you  w en t ou t and sa id  1 w a n t to w ork  for N H Tru s t, 
N ottin gham  H ea lth ca re’?
All: No
A: No, its  ju s t a  job ?
G: Ju s t a  job , on you r doorstep
C: I did actu a lly I w an ted  to w ork  in  a  hosp ita l, b u t n ot d oin g w h a t I ’m  
doing, I w a n ted  an  a u xilia ry’s post, ‘cau se I w a n ted  the p a tien t con ta ct, b u t
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there w a s n ’t a n yth in g goin g w h en  I applied, and on ly th is  job , so I th ou gh t 
w ell its  a  foot in  the door 111 take it, so, b u t I ’ve n ever ch a nged  I en joy it, so 
A: A n d  do you  get you r pa tien t con tact?
C: No
A: N ot m u ch , or n ot any?
C: No, the dom estics  do 
E: W e do
C: C au se th ey w ork  on the w a rd  and  th ey u su a lly, and  th ey’ve u su a lly a ll got 
their ow n  w a rds , you  know  w h a t th ey s ta y on, or th ey cover 2. So th ey get to 
kn ow  the pa tien ts  and the w a rd  staff, and th ey b ecom e p a rt o f th eir team  as 
w ell as ou r team , hopefu lly. You  do thou gh  d on ’t you ?
E: Yea h  I do
C: B u t w ere, no w e d on ’t get m u ch  p a tien t contact. You  cou ld  if you  m ade 
the effort, b u t you ’d b e forever w a lk in g a rou nd  the w a rd s  then  you  kn ow  and 
you ’d th in k  god  here she com es  aga in , so
A: So for you  do you  th in k th a t pa tien t con ta cts  one o f the m a in  th in gs  th a t 
you  like a b ou t you r job ?
E: Yea h  it is  p a tien t con tact m a in ly. I m ean  w h ere I am its  eld erly anyw ay, 
and  som e o f them  I m ean  you  get a ttached  to them  actu a lly ‘cau se th ey ta lk  
to you  everyday, and then  w h en  one o f th em  d ies on  you  like, th a t and  th en  
you  th in k 1 w a s  on ly ta lk in g to her yes terd a y ab ou t goin g hom e and  a ll th is  
th a t and  the oth er’, b u t yea h  it is pa tien ts  m a in ly and  you  see m ore m ore 
va riety o f peop le as w ell.
A: H as the Tru s t done anyth ing  to im p rove you r job  sa tis fa ction?
C: W ell th ey’ve cu t ou r hou rs!
Lau gh s
E: G ot m e con tra ct on for and a  u n iform  
C: B u t th ey gave u s  a  nice new  u n iform
A: N ew  u n iform s , do you  th ink th a t’s effected  it, a pa rt from  b ein g 
trea ted  a  b it m ore respectfu lly? W h a t a b ou t you r tra in ing, do you  
th in k th a t’s im p roved  you r job  sa tis fa ction?
H: Yes , I su ppose so yes  
E: Yea h
A: D o th ey have, w ell you r su ggestion  schem es  th rou gh  you r su pervisor 
w h ich  goes  b a ck  u p  to you r m anagers , if you ’ve got an y su ggestions  to 
m ake?
E: Th a t goes  on  ou r team  b r ief d on ’t it h ave w e have one, su gges tion s  a fter 
w e ’ve had  a  lot o f them.
A: Right, so th a t’s the once a  m onth  th ing?
E: yea h
C: Th ey’ve got an aw ard  schem e h a ven ’t th ey a t the m om en t. I d on ’t qu ite
kn ow  how  it w orks , I’m  su pposed  to
Lau gh s
C : E rm  w h ere’s if you ’ve got a n y su ggestions  for the Tru s t to sa ve m oney, 
th ey com e u p w ith  erm , depend ing w h a t it is  and  how  m u ch  its goin g  to sa ve 
you , erm  as to the su ggestions , you  kn ow  w h a t th ey’re goin g to get ou t it 
A: O h righ t
C: I m ea n  one chap in  the E sta tes depa rtm en t saved  th em  a  sm a ll fortu ne, 
and  he got a  chequ e for a  thou sand  pou nds . I m ea n  he w a s  chu ffed , saved  
them  a  lot o f w ork, saved  the Tru s t a  lot o f m oney, so you  kn ow  th ere is 
s om eth in g th ere b u t you ’ve got to com e u p  w ith  the righ t su ggestion  rea lly. I 
th in k  m os t o f them  th a t com e from  these, th ey d on ’t like!
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Lau gh s
A: W h a t a b ou t Investors  in  People, has  th a t m ade a n y d ifference? You  
kn ow  you ’ve got it!
Lau gh s  
E: H ave w e?
C: Yea h  you  have
A: H a s  th a t m ade any, w h en  did  you  get it?
C: E rm , I th in k its  renew ed  every yea r isn ’t it, erm  ‘cau se w e had  a  M in is ter 
com e on W edn esda y la s t w eek  and  he a ctu a lly p resen ted  M a rtin  B a rtley and 
Ken  H a rdy w ith  it, so I th in k its  som eth ing th a t th ey have to w ork  tow ards  
each  time.
A: D o you  th in k  th ey ju s t get it ‘cau se o f you r N V Q s?
C: No, no a  lot o f its  to w ith  the com m u n ica tion  b etw een  the w h ole Tru s t 
thou gh  isn ’t it, from  the top  to the b ottom  as th ey ca ll it, you  know . Th ey 
have to im p rove a  lot on the com m u n ica tion  for that.
A: H ave you  seen  a  d ifference, a  change in  it then  s ince th ey’ve got it?
C: on ly the team  b riefs , w e n ever  u sed  to have tea m  b riefs , w e ’d have a  
m eetin g b u t it n ever involved  pa ss in g anyth in g on to the dom estic s ta ff or 
anyth ing . O cca s iona lly you ’d have a  m eetin g w ith  you r m anager, w h o ’d 
in form  you  on ly on certa in  th ings , b u t you  n ever got to kn ow  an  aw fu l lot, so 
I th in k you  get to kn ow  m ore form  tha t poin t o f view , b u t er, and  tra in ing, 
th a t’s to do w ith  the Inves tors  in  People as well, erm  and th ey ha ve gone 
qu ite w ell on  the tra in ing, either in -hou se or you  kn ow  if you  have to go ou t 
on a  cou rse, it d on ’t m ake no d ifference, so and if you  w a n t to go a  pa rticu la r 
cou rse p rovided  its  w orthw h ile to you r job , and th en  th eyil go a ll ou t to get 
you  on it, you  kn ow  so
A: So do you  th in k  th a t effects  you r job  sa tis fa ction  a t a ll?
C: I d on ’t th in k  its  effected  you r job  sa tis fa ction , I th in k its  ju s t m a de you  
m ore know ledgeab le rea lly
A: W h a t ab ou t you r m u ltiskilling, do you  th in k  th a t’s effected  you r job  
sa tis faction , them  tra in in g you  u p  w ith  lots  o f d ifferen t skills? O r 
does  it n ot b oth er you ? No 
E: N o
C: W ell I en joy m y job  anyw ay, its  ju s t n ice to go in  a  d ifferen t depa rtm en t to 
see how  th ey w ork, I su ppose.
A: W h a t gets  you  ou t o f b ed  in  the m orn in g  to com e to w ork?
C: Th e a la rm  clock!
Lau gh s  
A: E very time!
Lau ghs
D : Its  a ctu a lly gone ou t w hen  I get u p  
Lau ghs
A: Is  it ju s t I m ea n  to ea rn  a  living ob viou s ly, if you  d id n ’t h a ve to 
w ork, w ou ld  you  w ork?
C: Yea h  
H: No 
D : No 
A: No!
C: I w ou ld , I ’d  be too b ored  a t home.
A: So it gets  you  ou t o f the hou se, do you  en joy th e com pa n y and  th e w ork?
C: D efin itely, the w ork  
A: B u t you ’d ju s t s ta y in  b ed?
P ag e  6 3 7  I  A p p e n d i x  14
Evaluat ing  the appl i cabi l i ty o f  Ma sl ow’s theory o f  mot ivat ion to anci l lary st a f f
Lau gh s
E: No, I h a ven ’t got an y choice I Ve got to get two k id s  u p  for school, so
A: O h  righ t
Lau gh s
A: Right, the la s t one now  
B : O K
A: W e’re goin g  to u se the flipcha rt 
B : N o w e’re n ot
A: W h iteb oa rd , erm  to w rite dow n w h a t a spects  o f you r job  are m os t 
im porta n t to you ? O r the 5 m os t im porta n t if you  ca n ’t get m ore than  
that. M os t im portan t?
D : M ost im portan t, Pay
C: N o you ’ve sa id th a t a lready, you  don ’t com e ju s t for the p a y 
E: You  do d on ’t you  C hris tine?
D : W ell you  have to have som e m on ey d on ’t you .
G : W ell you  w ou ld n ’t do it for noth ing, b u t
D : Ju s t w ou ld n ’t b other ____  ____
F: Pa tien ts
E: A n d  the responsib ilities , respons ib ilities  
A: W h a t does  tha t one say?
H: C om m u n ica tion  w ith  other peop le 
B : D on ’t like w ritin g on this  th in g 
Lau gh s
E: G o on M aggie 
D : G o on M aggie
C: No, I have done nea rly a ll o f them  
D: I know  you  have, ca n ’t shu t you  u p 
C: I shou ld  have com e on m y own 
Lau gh s
C: And  left you  w orking.
D : Th in k  o f som eth ing else 
A: M os t im porta n t to you ?
C: Its  you r job  sa tisfaction , you ’ve got to en joy the w ork  
E: Yea h  you ’ve got to en joy it 
D : Yea h  
H: Yea h
C: If you  d id n ’t en joy it, you  w ou ld n ’t com e a t all, no m a tter h ow  m u ch  th ey 
pa id  you  
D : C h a llengin g
C: Yeah , you ’re doin g a lrigh t C hristine, keep  goin g 
Lau gh s
C: I kn ow  w e b ou gh t you  for som e reason !
F: H ow  m a n y you  got dow n there?
Lau gh s  
C: Loads
A: A n yth in g  els e?
B : N o?
C: Y ou ’ve got to get on w ith  you r s ta ff and th a t h a ven ’t you , you r colleagu es . 
W ell I su ppose you  h a ven ’t got to, b u t you  do d on ’t you , u su a lly get on w ith  
the peop le you  w ork  w ith  so its  nice com pa n y and th a t is n ’t it, m os t o f the 
tim e John .
Lau gh s
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A: A n y others
C: C om e on G eoff, w h a t do you  th ink?
I: W ell I th ou gh t o f a ll them, b u t you  b ea t m e to them  
All: O h righ t 
B : Is  th a t the lot?
C: Yea h
B: Right, now  w e ’ve got to order them  
A: In  w h a t’s m os t im portan t 
C: Job  sa tis fa ction  for me, then  m oney 
B : H a ng on, w h ere’s job  sa tis faction?
A: G et., en joy you r w ork  
C: Fou rth  one dow n  
E: Respons ib ilities  
F: M m m
D: C ha llenging, b u t I’d have pu t tha t firs t tha t 
C: W ha t?
D : C ha llen gin g
C: O oh no! D id n ’t like tha t
D : O oh  I cou ld n ’t stand  a  job  if its  b oring, like w ork in g in  a  fa ctory w ou ld n ’t
it, ju s t p lodd in g a long each  day
C: Its  on ly as b orin g as you  m ake it thou gh
D: Its  n ot ch a llenging
B : O K
All: Yea h
B : th a n k you
A: Is  there anyth in g else tha t w e h a ven ’t looked  a t th a t you ’d like to 
add, a b ou t you r job  sa tis fa ction?
E: No
A: Y ou ’re a ll qu ite h a ppy in you r job ?
E: O h yea h  very
A: You  w ill b e h a ppy in you r job !
Lau gh s
C: N ob ody’s p u t m u ltiskillin g 
E: No
A: D o you  th in k  b ein g  m u ltiskilled  does  m ake a  d ifference?
C: No, n ot rea lly no
I: It a dd  va riety a  b it, b u t
D: It does  to m e
H: S tick  in  dow n  as n u m b er 7
E: Yea h  it does  to me
A: Right, n oth in g else, no
C: No
A: R igh t tu rn  the tape off.
1. E n joy w ork  - job  sa tis faction
2. Pay
3. Respons ib ility
4. C h a llenging
5. C om m u n ica tion  w ith  other peop le
6 . G et on  w ith  s ta ff/ colleagu es
7. M u ltiskillin g
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Appendix 15
A l t e rn at iv e  appro ac h e s to  an aly sin g  q ual i t at iv e  dat a  
Discourse Analysis
Th is  is  d ifferen t to a  lin gu is tic ana lys is  tha t specifica lly focu ses  u p on  the w ord s , 
gra m m a r and sem an tics  u sed, s ince d is cou rse a n a lys is  cons id ers  the w id er 
u ttera n ces  o f a  sentence. U s in g  th is  approach  the a n a lys t a lso con s iders  the fram e o f 
reference th a t pa rticipan ts  h ave w h en  sen tences  are u ttered  and  from  th is  
u n ders ta n d  the m ean ings  and m essages  o f sen tences . S u ch  fram e o f referen ces  
in clu de socia l rela tions , h is torica l con texts , p ow er rela tions , iden tity, socia l stru ggle 
or in equ a lity and so looks  b eh ind  the p ractices  o f th e la ngu a ge u sed  ra th er than  ju s t 
its  s tru ctu res  (S lem b rou ck, 2002). Th is  approach  therefore d raw s  u p on  va riou s  
a pp roa ches  to the s tu dy o f na rra tives  su ch  as th a t developed  in  litera ry stu d ies, 
sociolin gu is tics  and conversa tiona l ana lys is . D iscou rse ana lys is  does  n ot p rovide 
ab solu te answ ers  to specific p rob lem s  b u t a llow s  one to u n ders ta n d  the socia l 
cond ition s  and  a ssu m ptions  b eh ind  an is su e th u s  p rovid in g aw a ren ess  o f h idden  
m otiva tions .
A lth ou gh  it w ou ld  have b een  in teres tin g to u n ders ta n d  the socia l con text o f the 
an cilla ry s ta ffs  w ork  m otiva tion , u s in g th is  form  o f ana lys is  w ou ld  n ot fu lfil th e aim s 
o f in clu d in g th is  s tage in  the inves tiga tion . Th e exp licit sou rces  o f m otiva tion  th a t the 
a n cilla ry s ta ff expressed  are o f in teres t a t th is  stage in  order to va lid a te th ose a lready 
exp licitly m ea su red  in  the qu estionna ire. Th e u ttera n ces  exp ressed  in  the focu s  
grou ps  are cons idered  to a lready in corpora te s ta ffs  view s, op in ion s  and  va lu es  b y 
th eir very n a tu re and so are the m a in  focu s  o f th is  resea rch , and  n ot th e persona l, 
socia l or h is torica l con texts  for  m a kin g  these a rea s  exp licit or even  u n d ers ta n d in g 
those th a t rem a in  im p licit. Th e la tter type o f ana lys is  w ou ld  b e too specific to the 
in d ividu a l an cilla ry w orker, their b ackgrou nd , geogra ph ica l loca tion  and  Tru s t 
cu ltu re, and so w ou ld  im pede the relia b ility and gen era lisa b ility o f the a n a lys is  tha t 
a re cons idered  im porta n t as w ell as b ein g in com pa tib le w ith  the qu es tion n a ire data . 
D iscou rse ana lys is  a lw ays  rem a ins  a  m a tter o f in terp reta tion , w ith  the relia b ility and  
va lid ity o f the find ings  depend ing on the force and  logic o f the a rgu m en ts . 
N evertheless , a  rob u s t a rgu m en t w ou ld  still b e focu s sed  u pon  th e in d ividu a l and the
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specific con text in w h ich  their  m otiva tion  occu rs, and so w ou ld  b e d ifficu lt to 
genera lise to w id er N H S  Tru s ts . It w ou ld  a lso b e d ifficu lt to u se d iscou rse analysis  to 
u n ders ta n d  the con text b eh in d  each  in d ividu a l’s u ttera n ces  th a t h a ve b een  ga thered  
in  a  grou p con text, s ince it w ou ld  be d is jo in ted  and  a rtificia l to extra ct an  in d ividu a l’s 
com m en ts  from  those o f the res t o f the grou p. Th is  w ou ld  a lso b e a  len gth y p rocess  to 
u nderta ke for a ll 35 pa rticipa n ts  th a t w ou ld  defin itely exceed  the tim e and  financia l 
b ou nda ries  o f the resea rch .
A  second  approach  to u n ders ta n d in g qu a lita tive ph en om en a  is  the grou n ded  th eory 
m eth odo logy developed  b y G la ser and S trau ss  (1967). W ith  th is  a pp roa ch  the 
resea rch er b egins  w ith  a  phenom enon  th a t th ey feel is in a d equ a tely exp la in ed  in 
th eory and the appropria te m ethod s  a re u sed  to a llow  w h a t is  releva n t to the a rea  o f 
s tu dy to em erge. It is  therefore u n like dedu ctive m odels  th a t b eg in  w ith  hypotheses  or 
resea rch  qu estions , and set ou t to p rove or d is p rove them . E ven  w ith  th is  b rief 
exp lana tion  o f grou nded  theory, the m eth odo logy im m ed ia tely a ppea rs  in com pa tib le 
w ith  the a rea  b ein g stu d ied  in  th is  inves tiga tion  s ince hu m a n  m otiva tion  is  a  
ph en om en a  th a t has  received  w idesp rea d  a tten tion  a lth ou gh  n ot sp ecifica lly for 
pu b lic sector an cilla ry sta ff. Th e exp lana tions  th a t do exis t th ou gh  ca n  b e adap ted  for 
ana lys is  w ith  any grou p o f p a rticipa n ts  and so tend  to b eg in  w ith  a  set o f hypotheses  
or resea rch  qu estions  for inves tiga tion . Th is  is  ju s t th e a pproa ch  th a t ha s  b een  ta ken  
in  th is  cu rren t s tu dy o f the appropria teness  o f M as low 's  m od el o f m otiva tion , w ith  its  
dedu ctive exam ina tion  o f the needs  defined  and the p rocess  th a t lin ks  them . If th ey 
a re n ot p roved  then  the m odel w ill b e dedu ced  as b ein g an  in a pp lica b le exp la na tion  o f 
an cilla ry s ta ffs  m otivation.
In  grou nded  th eory da ta  is  sys tem a tica lly ga thered  from  a  va riety o f in form a tion  
sou rces  su ch  as u n s tru ctu red  in terview s, ob serva tion , letters, d ia ries  and  reports , 
a lthou gh  the in form a tion  th a t is  collected  is determ in ed  b y a na lys is  and  the 
ph en om en a  th a t a rise in  th is  process . An a lys is  o f d a ta  is  done u s in g open  cod in g to 
iden tify pa tterns , and involves  d ivid ing the da ta  in to concep ts , ca tegories  o f concep ts , 
a ss ign in g p roperties  to concep ts , dim ensions  o f p roperties  a lon g a  con tin u u m , and 
b rea kin g p roperties  in to d im ensions  (Ku hn, 1996, p. 61 cited  b y H u eser, 1999 ). Th e 
cod in g p rocess  u nderta ken  is  docu m en ted  b y the resea rch er w ith  notes  on  h ow  the 
codes  have derived  and exam p les  o f the coded  item s . F rom  the in itia l cod in g p rocess  
a dd itiona l qu estions  em erge and fu rther area s a rise th a t n eed  to be exam in ed , w h ich
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then  d rives  the n ext s tage o f the inves tiga tion . Th is  app roach  to a n a lys in g  the da ta  is 
a ppea lin g s ince it d raw s  ou t pa tterns  w ith in  the ph en om en a  and  ca tegoris es  them  
th rou gh  cod in g th a t then  a llow s  com pa risons  to b e m ade. Th is  w ou ld  a ppea l to the 
resea rch  sponsors  receivin g the ana lys is  findings , w ith  their pos itivis tic preference for 
m ore ob jective know ledge as th is  essen tia lly rep resen ts  the su b jective p h en om en a  in 
an  ob jective form. It w ou ld  b e less  appea lin g h ow ever if the n a tu re o f the da ta  
ga th ered  w ere to change as the in ves tiga tion  p rogressed  s ince com pa risons  w ou ld  
then  b ecom e lim ited . For exam p le, if the find in gs  o f an  u n s tru ctu red  in terview  
poin ted  tow a rds  ga thering fu rther in form a tion  from  w ritten  m a teria ls , or w h ere one 
in terview  stim u la ted  qu estion in g in  a  fu rther a rea  for the n ext in terview , then  there 
w ou ld  be no da ta  to com pa re the sam e su b jective firs t hand  view s . O ne o f the prim e 
a im s  o f th is  s tage o f the resea rch  is  to ga th er the su b jective view s  and  op in ion s  o f the 
N H S  a n cilla ry s ta ff ab ou t their w ork  m otiva tion , and  be ab le to orga n ise th is  in to a  
com pa ra tive form  in  order to iden tify trends  in  a  relia b le w ay. If th e type o f da ta  tha t 
w a s  ga thered  w ere to change a t every s tage o f the resea rch  then  com pa rison s  w ou ld  
b e im poss ib le.
In  grou nded  theory, theoretica l sa tu ra tion  occu rs  w h en  no n ew  ca tegories  em erge 
from  the cod in g p rocess  o f any type o f da ta  and so collection  o f fu rth er da ta  w ou ld  
add  n oth in g to the theory. A t th is  poin t the resea rch er is  th en  ab le to determ in e the 
rela tionsh ip  b etw een  the ca tegories  th rou gh  axia l cod in g from  w h ich  a  th eoiy can be 
derived . Th e ob jective w ith  th is  p rocess  is to u n cover cau sa l con d ition s  for the 
ph en om en a  ob served  in  the da ta  and to determ in e the con text and  d im ens ions  o f the 
ph en om en a  fou nd in  the open  cod in g and follow -u p  da ta  ga thered . C ore ca tegories  
ca n  be selected  from  one ana lys is  and com pa red  sys tem a tica lly to other ca tegories  
u n covered  in  the resea rch  and a ny m is s in g ca tegories  th a t em erge in  th is  p rocess  w ill 
requ ire the collection  o f fu rther data . D u ring th is  p rocess  a  p a ttern  w ill em erge 
a rou nd  the p rin cip le phenom ena , and the resea rch er w ill in du ctively or dedu ctively 
cons id er the action/  in teractiona l sequ ences  th a t su rrou nd  the phenom ena , a llow in g 
a  th eory to develop  tha t w ill b e grou nded  b y the com pa rison  o f data . Th rou gh ou t the 
cod in g p rocess  th e resea rcher  m akes  a  record  o f the rea son in g u sed  and  p rocesses  
u n derta ken  and these help  to estab lish  the va lid ity and  relia b ility o f the grou nded  
th eory th a t em erges .
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A lth ou gh  the com pa ra tive na tu re o f the cod in g p rocess  w ou ld  b e condu cive w ith  the 
resea rch  needs , the grou nded  th eory m eth odo logy w ou ld  n ot b e appropria te to th is  
in ves tiga tion  s ince it is  n ot a  resea rch  ob jective to devis e a  form a l theory. Ra ther the 
ob jective is  to dedu ctively ana lyse an es tab lished  m odel and con trib u te to an  exis tin g 
theory. A n y find ings  from  th is  qu a lita tive stage o f the in ves tiga tion  therefore w ill be 
u sed  to con firm  or refu te the find ings  o f the p reviou s  qu an tita tive s tage for 
a da pta tion  in  the n ext qu an tita tive stage. It w ou ld  be b eyon d  the lim ita tions  o f the 
th es is  to devise a  n ew  m odel o f m otiva tion  a t th is  p oin t in  the resea rch , s ince it is  
solely a  con firm a tory s tage ga th erin g firs t h and  su b jective da ta  o f the ph en om en a  
u n d er inves tiga tion , th a t com p lem en ts  the pr im e, pos itivis tic focu s  th a t is  the 
qu estionna ire findings .
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Appendix 16
Dat a assum pt io n s fo r F ac t o r  A n aly sis fo r H E  dat a
Th e m a in  a ssu m ption s  for u s in g Factor An a lys is  a re norm a lity, h om ogen eity o f 
va ria n ce and lin ea rity (H air et al, 1998).
To test th a t the da ta  is  n orm a lly d istrib u ted , gra ph ica l a n a lyses  w ere u nderta ken . 
N orm a l p rob a b ility p lots  w ere d raw n  for a ll the need  sa tis fa ction  and  need  im portance 
m easu res , and can  be fou nd  in  Appen d ix 17. Th e p lots  show ed  th a t on in spection  
the da ta  appea rs  to b e n orm a lly d is trib u ted . An  exa m p le o f the fin d in gs  is show n  in  
C ha rt A16.1 illu s tra tin g  the p lot for H E  s ta ffs  sa tis fa ction  w ith  the need  for trade 
u n ion  represen ta tion  in  the sector. Th e p lot show s th a t the cu m u la tive d is trib u tion  o f 
the actu a l d a ta  (p lotted  va ria b les ) closely follow s  th e cu m u la tive d is trib u tion  o f the 
norm a l d is trib u tion  (stra igh t diagona l line). W ith  the actu a l d a ta  m a tch in g the 
diagona l line, the cha rt in d ica tes  tha t the sam p le resp on d in g to th is  qu estion  is 
n orm a lly distrib u ted . Th e p lots  for the rem a in in g va ria b les  w ere a lso s im ila r 
in d ica tin g th a t the firs t a ssu m ption  for p a ra m etric tests  is  sa tis fied .
Th e dis trib u tion  o f the da ta  can a lso be m easu red  u s in g ku rtos is  and  skew ness. For 
the qu estion  rega rd in g the need  for trade u n ion  m em b ersh ip  skew ness  is m ea su red  
as - 0 .2 4 7  and  the sign su ggests  tha t the norm a l d is trib u tion  cu rve has  a  lon g left 
tail, w h ich  w as  a lso fou nd for the N H S sam p le. Th e ku rtos is  o f th is  cu rve is  0.223 
w h ich  su ggests  th a t “the observations cluster more and have longer tails than those in 
the normal distribution” (SPSS  H elp m enu ). Th e S tanda rd  E rrors  o f these ca lcu la tion s  
h ow ever are no la rger than  2, w h ich  con firm s  the graph ica l rep resen ta tion  th a t the 
d is trib u tion  is  norm a l. S kew ness  and Ku rtos is  w ere m ea su red  for a ll the va ria b les  
and  ca n  b e fou nd  in  Ap p en d ix 18. A ll are show n  to b e n orm a lly d is trib u ted  b ased  on 
the low  S ta nda rd  E rrors.
W h ile the da ta  has b een  show n  to b e n orm a lly d is trib u ted , it m u s t b e reca lled  th a t in  
fa ct th is  is  n ot an a ssu m ption  o f fa ctor ana lys is  and  p a ra m etric tests  in genera l. 
C oolican  (1994) su ggested  tha t very (too) m a n y scores  h a ve to b e collected  for a
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norm a l cu rve to appea r fu lly so in s tead  there is  a  genera l a ssu m ption  th a t the 
popu la tion  a  sam p le is  ta ken  from  is  n orm a lly d is trib u ted  b ased  on  past experience 
and th eory (p. 280). To sa tis fy a lterna tive perspectives  on th is  how ever, the p lots  have 
show n  a ll the da ta  to b e n orm a lly d is trib u ted .
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O b s e r v e d  C u m u la t i v e  P r o b a b i l i t y  
C h a r t  A 16.1 Normal  P -P  p l o t  f o r  the n eed  f o r  t rade union r epresentat i on  in the H E  sec t or
Th e va ria n ce o f the da ta  a lso has  to b e h om ogen ou s  to m ake relia b le u se o f fa ctor 
analys is . Th is  m easu res  w h eth er the da ta  equ a lly represen ts  the view s  o f a ll the 
pa rticipan ts , ra th er than ju s t rep resen tin g a  few  extrem e view s . G raph ica l tes ts  can 
be perform ed  on the da ta  to check for h om osceda s ticity u s in g  b oxp lots . Th e b ox on 
these cha rts  rep resen t the degree to w h ich  the in d ividu a l in s titu tion 's  respon ses  are 
sp read  ou t (va riance) from  the grou p m ea n  and  the w h iskers  p ortra y th e sp read  
w ith in  the responses . If the b oxes  are rou gh ly the sam e then  the va ria n ce can  be 
cons idered  hom ogenou s . B oxp lots  for a ll the va ria b les  a re show n  in  Ap p en d ix  19, b u t 
b elow  is  th a t for the H E  s ta ffs  need  sa tis fa ction  w ith  trade u n ion  rep resen ta tion  in 
the sector.
Th e b oxp lot ind ica tes  tha t a lthou gh  there are a  few  ou tliers  for 50%  o f the 
in s titu tion s  p a rticipa tin g in  the research , the m ed ia n s  for a ll p a rticipa n ts  a re in  the
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sam e range (3 or 4/ neu tra l or im portant). O n in spection  o f th is  p lot it w ou ld  su ggest 
th a t the hom ogen eity o f va ria n ce a ssu m ption  ha s  b een  m et for th is  data , w h ich  is 
a lso the case for the rem a in in g va riab les  (see A p p en d ix  19).
1.00 2 .00 4 .00 5 .00 6 .00 7 .00 8.00
H E  in s titu tion
C h a r t  A 1 6 .2  Box p l o t f o r  the n eed  f o r  t rade union r epresentat i on in the HE  sec t o r
Th e Levene tes t a lso checks  the hom ogen eity o f va ria n ces  in  a  da ta set. If the tes t is  
s ign ifican t (p>0.05) then  the va riances  can  be a ssu m ed  to be hom ogenou s . A s  w ith  
the N H S  sam p le th is  has  not p roved  to be the ca se for the trade u n ion  represen ta tion  
qu estion  for the H E  ancilla ry s ta ff (Tab le A16.1 ). H ow ever a lso in  s im ila rity to the 
N H S samp le, the m a jority o f da ta  ga thered  (75%  o f va ria b les  see A p p en d ix  20) ca n  be 
cons idered  to rep resen t the view s  o f a ll p a rticipa n ts  s ince the va ria n ces  are 
hom ogenou s . Pa ram etric tests  are cons idered  appropria te for th is  da ta  since the 
a ssu m ption  ha s  b een  m et for the la rges t p roportion  o f the data .
Test of Homogeneity of Variances
Need  for TU  membership__________________
Levene
Statistic df1 df2 Sig.
1 .8 85 6 44 0 .082
T a b le  A  16.1 L even e stat ist i c f o r  the n eed  f o r  t rade union r epresentat i on  in the H E  sec t or
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W ith  th e b oxp lots  and the Levene tests for a ll the va ria b les , th e h om osceda sticity 
da ta  a ssu m ption  ha s  b een  met, once aga in  m a kin g fa ctor an a lys is  an  appropria te 
app roach  and the resu lts  a  relia b le m easu re o f m otiva tion  for a ll the pa rticipan ts .
Th e fina l a ssu m ption  for fa ctor ana lys is  is  linearity. C orrela tion a l ana lyses  on ly 
cons ider linea r a ssocia tions  b etw een  va riab les , th a t is  the exten t to w h ich  an 
in depen den t va ria b le can  p red ict a  dependen t va ria b le. Th os e th a t a re non lin ea r (do 
n ot p red ict other va riab les ) a re n ot in clu ded  in  the ana lys is  and  so do n ot fu lly 
rep resen t the s trength  o f a ssocia tions  w ith in  the da ta set. Lin ea r regress ion  can  be 
ru n  on the da ta  to a ssess  the exten t to w h ich  the in depen den t va ria b le ca n  expla in  
the depen den t va riab le. Th ose tha t do n ot m eet th is  a re la b elled  residuals  and  "reflect 
the unexplained portion o f the dependent variable" (H a ir et al, 1998, p . 75). Tab le 
A  16.2 b elow  show s the res idu a l cases  in  m ea su rin g the n eed  for tra de u n ion  
represen ta tion  in  the H E  sector. W ith  on ly fou r ca ses  ou t o f a  tota l o f 447 responses  
from  H E  pa rticipan ts  (0.9% ), the proportion  o f th e sam p le th a t is  u n exp la in ed  is 
n egligib le for th is  qu estion . Th is  ana lys is  has  a lso b een  u n derta ken  for the rem a in in g 
va ria b les  and are d isp layed  in  Ap p en d ix 21. The resu lts  in d ica te th a t on ly a  very 
sm a ll p roportion  o f responses  a re u nexp la ined  w ith  the h igh es t b ein g for the 
im porta nce o f job  secu rity w h ere 3 .8%  o f responses  w ill n ot con trib u te to the fa ctor 
ana lys is . O nce aga in  this  is  cons idered  o f little risk  and  so lin ea rity ha s  la rgely b een  
m et thu s  m a k in g correla tiona l ana lys is  appropriate.
Casewise Diagnostics1
C a se  Num be r Std. R esidual
Ne e d  fo r T U 
m em bership
Predic t ed
Value R esidual
16 -3 .106 1.00 3.5996 -2.5996
221 -3.261 1.00 3.7295 -2 .7295
435 -3.184 1.00 3.6645 -2 .6645
466 -3.416 1.00 3.8594 -2.8594
a - De pe nde nt  Variable : N e e d  f o rT U  m em bership
T a b le  A  1 6 .2  Residua l  ca ses in m easur ing  the n eed  f o r  t rade union r epresentat i on  in the H E  sec t or
B eca u se a ll the da ta  a ssu m ption s  have b een  met, Fa ctor An a lys is  can  be relia b ly 
app lied  to the H E  data .
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P -P  p lo t s fo r H E  n e e d  sat isfac t io n  an d  n e e d  im po rt an c e
Q l l  N e e d  f o r  t rade  un io n  re p re se n t a t i o n  in  t h e  H i g h e r  E d uc at i o n  se c t o r
O bse rv e d  C um ula t iv e  P ro babi l i t y
Q 1 7  Sat i s f ac t i o n  w i t h  basi c  h o ur ly  rat e  o f  p ay
O b s e r v e d  C u m u la t i v e  P r o b a b i l i t y
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Q1 8  S at i s f ac t i o n  w i t h  j o b  se c ur i t y
O bserved C u m u lative Prob ab ility
Q1 9  O v e ra l l  j o b  sat i s f ac t i o n
O bserved C u m u lative Prob ab ility
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Q 2 2  C h an c e s o f  p ro m o t io n
O bserved C u m u lative Prob ab ility
Q2 6  F e e l  k e p t  in f o rm e d  by  m an ag e rs an d  sup e rv i so rs
O bserved C u m u la tive Prob ab ility
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Q30 R e lat io ns w i t h  im m ediat e  m anage r
O bserved C u m u lative Prob ab ility
Q31  L e v e l  o f  t rust  f o r  se rv ic e  m an ag e m e n t
O b served C u m u lative Prob ab ility
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Q33 Sat isfac t io n  that  sugge st io ns are  li st e ne d  to
O bserved C u m u lative Prob ab ility
Q 3 4  E f f e c t iv e n e ss o f  I n s t i t u t i o n ’s p ro ble m  so lv in g  sy s t e m s
O bserved C u m u lative Prob ab ility
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Q3 5  L e v e l  o f  c o n t ro l  e x p e r i e n c e d
O b served C u m u lative Prob ab ility
Q3 6  Sat i s f ac t i o n  w i t h  t h is c o n t ro l
O b served C u m u lative Prob ab ility
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Q3 7  F e e l  p art  o f  a t e am ?
O b served C u m u la tive Prob ab ility
Q 3 8  N e e d  f o r  g o o d  c o -w o rk e r  re la t i o n s in  se rv ic e  d e l iv e ry
O bserved C u m u la tive Probab ility
P ag e  6 5 4  I  A p p e n d i x  17
Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's theory o f  mot ivat ion to anci l lary st a f f
Q39 Sat isf ie d  t hat  p lay  an e qual ro le  in the  se rv ic e
O bserved C u m u la tive Prob ab ility
Q4 1  Sat i s f ac t i o n  w i t h  re la t i o n s w i t h  t rade  un io n  re p re se n t a t iv e
O bserved C u m u lative Prob ab ility
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Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's theory o f  mot i vat i on to anc i l lary st a f f
O bserved C u m u la tive Prob ab ility
Q4 4  Sat i s f ac t i o n  w i t h  p h y si c a l  w o rk in g  e n v i ro n m e n t
O b served C u m u lative Prob ab ility
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Q14a Im po rt anc e  o f  a g o o d  rate  o f  pay
O bserved C u m u lative Prob ab ility
Q1 4 b Im p o rt an c e  o f  g o o d  bo n us sc h e m e s
O bserved C u m u la tive Prob ab ility
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Q1 4 c  Im p o r t an c e  o f  g o o d  re la t i o n sh ip s w i t h  c o -w o rk e rs
O b served C u m u la tive Prob ab ility
Q 1 4 d  Im p o rt an c e  o f  p ride  in  se rv ic e
O bserved C u m u la tive Probab ility
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Q14e  Im po rt anc e  o f  o ppo rtun it ie s fo r m ult isk i l l ing
O bserved C u m u la tive Prob ab ility
Q 1 4 f  Im p o rt an c e  o f  g o o d  t ra in in g  o p p o rt un i t i e s
O bserved C u m u lative Prob ab ility
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Evaluat ing the appl i cabi l i ty o f  Ma sl ow 's theory o f  mot i vat i on to anci l lary st a f f
O bserved C u m u la tive Prob ab ility
Q 1 4 h  Im p o rt an c e  o f  j o b  se c ur i t y
O bserved C u m u lative Prob ab ility
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Q14 i  Im po rt anc e  o f  go o d m anage m e nt  sty le
O bserved C u m u lative Probab ility
Q1 4 j Im p o rt an c e  o f  a  g o o d  p e n sio n  sc h e m e
O bserved C u m u lative Prob ab ility
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Q1 4 k  Im po rt anc e  o f  num be r o f  day s A nnual Leav e
O bserved C u m u lative Prob ab ility
Q141 Im p o r t an c e  o f  g o o d  p ro m o t io n a l  p ro sp e c t s
O b served C u m u lative Prob ab ility
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Q14m  Im po rt anc e  o f  a f rie nd ly  atm o sphe re
O bserved C u m u lative Prob ab ility
Q1 4 n  Im p o rt an c e  o f  c o n t ac t  w i t h  st ud e n t s
O b served C u m u lative Prob ab ility
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Q14o  Im po rt anc e  o f  c o ntac t  w i th  supe rv iso r
O bserved C u m u lative Prob ab ility
Q 1 4 p  Im p o r t an c e  o f  c o n t ac t  w i t h  sup e rv i so r ’s bo ss
O b served C u m u lative Prob ab ility
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Q 1 4 q  I m p o r t an c e  o f  j o b  v ar i e t y
O bserved C u m u lative Prob ab ility
Q 1 4 r  Im p o rt an c e  o f  un io n  re p re se n t a t i o n
O bserved C u m u lative Prob ab ility
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K urt o si s an d  sk e w n e ss fo r H E  n e e d  sat i sfac t i o n  an d  n e e d  
im po rt an c e
Descriptive Statistics
N M inimum Maxim um Mean Std. Skewness Kurtosis
Statistic Statistic Statistic Statistic Statistic Statistic Std. Error S tatistic Std . Error
N eed  for T U  m em bers i 4 4 7 1 .00 5 .00 3 .6 91 3 .8 489 -.2 4 7 .1 1 5 .223 .230
S a t with pay 47 0 1 .00 5 .00 3 .5021 1 .0195 -.7 8 8 .1 1 3 .094 .225
Job security 4 7 2 1 .00 5 .00 3 .5 74 2 .8 784 -.511 .112 .324 .224
Overa ll sat 4 7 3 1 .00 5 .0 0 3 .9 02 7 .8 072 - .9 1 4 .112 1 .604 .224
Promo prospects 4 2 4 1 .00 5 .0 0 2 .2 45 3 1 .0768 .355 .119 -.9 7 0 .237
Kept informed 451 1 .00 5 .0 0 3 .6 18 6 .9121 -1 .061 .115 1 .110 .229
M anagem en t relations 4 6 3 1 .00 5 .00 3 .9 67 6 .7 652 -1 .1 1 0 .113 2 .351 .226
Trust o f m anagem en t 4 6 3 1 .00 5 .00 3 .6 43 6 .9 937 -.661 .113 .351 .226
Suggestion  schem es 45 0 1 .00 5 .00 3 .3 02 2 .8 965 - .5 9 5 .115 .250 .230
Prob lem  solving systen 4 5 7 1 .00 5 .00 3 .5 31 7 .9 3 87 - .7 6 3 .114 .525 .228
Level o f control 46 5 1 .00 5 .0 0 3 .7 61 3 .7 9 67 - .8 0 4 .113 1 .812 .226
Sa t with control 4 5 7 1 .00 5 .0 0 3 .7 8 7 7 .7842 - .6 7 6 .1 1 4 1 .014 .228
Fee l part o f team 467 1 .00 5 .0 0 3 .9 9 5 7 .8312 -1 .3 2 0 .1 1 3 2 .8 4 4 .225
Need  for good co-work  
relations
46 7 1 .00 5 .0 0 4 .5011 .6 1 59 -1 .2 2 2 .113 2 .5 9 8 .225
Equal role 4 5 6 1 .00 5 .0 0 4 .0 7 0 2 .7642 -1 .0 0 9 .1 1 4 2 .1 8 6 .228
TU  representa tive  
relations
296 1 .00 5 .0 0 3 .2 36 5 1 .0242 - .4 3 0 .142 -.1 5 9 .282
W on  m oney 43 5 1 .00 5 .00 2 .4391 1 .3068 .386 .117 -1 .0 3 5 .234
Physical layout 4 6 5 1 .00 5 .00 3 .6 36 6 .7900 - .3 9 0 .113 .591 .226
Ra te  o f pay 46 6 2 .00 5 .00 4 .8 2 6 2 .4 4 22 -2 .7 2 6 .1 1 3 7 .9 33 .226
Bonus schem e 374 .00 5 .0 0 3 .2 05 9 1 .9846 - .7 3 8 .1 2 6 -1 .0 6 5 .252
Co -worker relations 45 5 1 .00 5 .0 0 4 .7231 .5 1 65 -2 .0 8 3 .1 1 4 6 .4 49 .228
Pride in serv ice 43 5 .00 5 .00 4 .6 0 0 0 .7 3 80 -2 .7 6 7 .1 1 7 11 .209 .234
Opps for m /s 389 .00 5 .00 3 .6 6 5 8 1 .2988 -1 .3 5 4 .1 2 4 1 .6 19 .247
Train ing  opps 428 .00 5 .00 4 .0 7 4 8 1 .1751 -1 .8 3 4 .118 3 .6 0 4 .235
O vertim e opps 421 .00 5 .00 3 .6 2 4 7 1 .2861 - .9 4 6 .119 .474 .237
Job security 446 1 .00 5 .00 4 .7 8 0 3 .5 698 -3 .1 2 5 .116 11 .11 5 .231
M anagem en t style 4 3 0 .00 5 .00 4 .5 5 1 2 .7 8 20 -2 .2 2 7 .118 6 .2 42 .235
Pension schem e 433 .00 5 .00 4 .3 1 1 8 1 .2294 -2 .2 5 6 .1 1 7 4 .7 9 9 .234
Days A /L 4 5 0 .00 5 .00 4 .6 0 2 2 .7 369 -2 .571 .115 9 .2 04 .230
Good promo prospects 4 1 3 .00 5 .0 0 3 .7 7 0 0 1 .2514 -1 .3 8 8 .1 2 0 2 .0 1 5 .240
Friendly a tm osphere 4 4 6 .00 5 .0 0 4 .7 3 5 4 .6 048 -3 .3 5 2 .1 1 6 16 .04 0 .231
Contact with customers 431 .00 5 .0 0 3 .9 5 3 6 1 .1382 -1 .5 0 6 .118 2 .6 9 8 .235
Contact with supervisoi 4 4 3 .00 5 .0 0 4 .4 2 6 6 .8161 -1 .9 3 3 .116 5 .1 0 5 .231
Contact supervisor's  
boss
437 .00 5 .00 4 .1 5 7 9 1 .0 602 -1 .7 2 2 .117 3 .461 .233
Job varie ty 414 .00 5 .00 4 .0 1 9 3 .9 986 -1 .4 1 7 .1 2 0 2 .9 6 6 .239
Union representation  
Valid  N (listw ise)
421
126
.00 5 .00 3 .6651 1 .4123 -1 .1 8 5 .1 1 9 .858 .237
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Box-plots for HE need sat isfac t ion and need im portance  
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Q31 Le v e l  o f  t rust  fo r se rv ic e  m anage m e nt
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Q3 4  Ef fe c t iv e ne ss o f  In st i t ut io n ’s pro blem  so lv ing  sy st e m s
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Q36 Sat isfac t io n  w i th  t h is c o nt ro l
Q 3 7  F e e l  p art  o f  a  t e am ?
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Q38 Need for good co-worker re lat ions in serv ice de livery
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Appendix 20
L e v e ne  st at i st i c  fo r H E  n e e d  sat isfac t i o n  an d  ne e d  
im po rt an c e
Test of Homogeneity of Variances
L e v e n e
S ta tis t ic df1 d f2 S ip .
S a t  w ith  p a y 9 .0 9 0 6 4 6 3 .0 0 0
Jo b  s e cu r ity 4 .1 0 2 6 4 6 5 .0 0 1
O v e ra ll  s a t 4 .6 1 5 6 4 6 6 .0 0 0
P rom o  p ro sp e c ts 3 .0 2 4 6 4 1 7 .0 0 7
K e p t  in fo rm ed 5 .5 1 1 6 4 4 4 .0 0 0
M a n a g em e n t  re la tio n s 1 .6 7 3 6 4 5 6 .1 2 6
T ru s t  o f  m a n a g em e n t 1 .6 7 3 6 4 5 6 .1 2 6
S u g g e s tio n  s c h em e s 1 .2 9 0 6 4 4 3 .2 6 0
P ro b lem  so lv in g  s y s tem s 1 .5 7 4 6 4 5 0 .1 5 3
L e v e l o f  con tro l 3 .8 3 3 6 4 5 8 .0 0 1
S a t  w ith  con tro l 1 .1 0 8 6 4 5 0 .3 5 6
F e e l  p a r t  o f  te am 8 .3 8 1 6 4 6 0 .0 0 0
N e e d  fo r  g o o d  c o -w o rk e r  
re la t io n s
2 .3 6 5 6 4 6 0 .0 2 9
E q u a l ro le .5 6 8 6 4 4 9 .7 5 6
T U  re p re s e n ta t iv e  
re la t io n s
2 .1 8 3 6 2 8 9 .0 4 5
W o n  m o n e y 1 .2 5 9 6 4 2 8 .2 7 5
P h y s ic a l la y o u t 1 .0 5 7 6 4 5 8 .3 8 8
R a te  o f  p a y 9 .0 1 3 6 4 5 9 .0 0 0
B o nu s  s c h em e .8 6 9 6 2 7 9 .5 1 8
C o -w o rk e r  re la t io n s 4 .4 2 4 6 4 4 8 .0 0 0
P r id e  in s e rv ic e 6 .2 6 1 6 4 2 7 .0 0 0
O p p s  fo r  m /s 3 .7 2 3 6 3 8 2 .0 0 1
T ra in in g  o p p s 1 0 .3 2 1 6 4 2 1 .0 0 0
O v e r t im e  o p p s 2 .5 1 2 6 4 1 4 .021
J o b  s e cu r ity 7 .7 9 7 6 4 3 9 .0 0 0
M a n a g em e n t  s ty le 4 .2 0 9 6 4 2 3 .0 0 0
P e n s io n  s c h em e 5 .2 4 9 6 4 2 6 .0 0 0
D a y s  A /L 8 .9 4 8 6 4 4 3 .0 0 0
G o o d  p rom o  p ro sp e c ts 5 .7 1 6 6 4 0 6 .0 0 0
F r ie n d ly  a tm o s p h e re 1 1 .8 7 4 6 4 3 9 .0 0 0
C o n ta c t  w ith  c u s tom e rs 6 .2 1 3 6 4 2 4 .0 0 0
C o n ta c t  w ith  su p e rv is o rs 2 .2 8 7 6 4 3 6 .0 3 5
C o n ta c t  s u p e rv is o r 's  
boss
3 .0 6 2 6 4 3 0 .0 0 6
J o b  v a r ie ty 4 .5 9 2 6 4 0 7 .0 0 0
U n io n  re p re s e n ta t io n 3 .8 4 8 6 4 1 4 .0 0 1
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Appendix 21
R e sidual c ase s fo r H E  ne e d  sat isfac t io n  an d  n e e d  
im po rt anc e
Q l l  N e e d  f o r  t rad e  un io n  re p re se n t a t i o n  in  t h e  H i g h e r  E d uc at i o n  se c t o r
Casewise Diagnostic^
C a se  Num be r Std. R e sidual
N e e d  f o rT U  
m em bersh ip
Predic t ed
V alue R esidual
16 -3 .106 1.00 3.5996 -2.5996
221 -3.261 1.00 3.7295 -2.7295
435 -3.184 1.00 3.6645 -2.6645
466 -3.416 1.00 3.8594 -2.8594
a. De pe nde nt  Variable : N e e d  f o rT U  m em be rship
n = 447
Pro po rt io n  o f  re spo nse s une xp laine d  = 0 .9%
Q 1 7  Sat i s f ac t i o n  w i t h  basi c  h o ur ly  rat e  o f  p ay
n = 470
Pro po rt io n  o f  re spo nse s une xp laine d  = 0%
Q1 8  Sat i s f ac t i o n  w i t h  j o b  se c ur i t y
n = 472
P ro po rt io n  o f  re spo nse s une xp laine d  = 0%  
Q1 9  O v e ra l l  j o b  sat i s f ac t i o n
Casewise Diagnostics*
C a se  Num be r Std. R esidual Overall sat
Predic t ed
Value R esidual
131 -3.651 1.00 3.9415 -2.9415
173 -3.617 1.00 3.9144 -2.9144
186 -3.617 1.00 3.9144 -2.9144
344 -3.516 1.00 3.8331 -2.8331
390 -3.516 1.00 3.8331 -2.8331
402 -3.752 1.00 4.0228 -3.0228
417 -3.651 1.00 3.9415 -2.9415
a- Dependent  Variable : Ov erall sat
n = 473
Proport ion o f  responses unexplained = 1.48%
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n = 424
P ro po rt io n  o f  re spo nse s une xp laine d  = 0%
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Q22 Chanc es o f  pro m o t io n
Q2 6  F e e l  k e p t  in f o rm e d  by  m an ag e rs an d  sup e rv i so rs
n = 451
Pro po rt io n  o f  re spo nse s une xp laine d  = 0%  
Q 3 0  R e la t i o n s w i t h  im m e d iat e  m an ag e r
Casewise Diagnostics1
C a se  Num be r Std. R e sidual
M anage m e nt
relat ions
Predic t ed
V alue R esidual
181 -3.870 1.00 3.9547 -2 .9547
397 -3.981 1.00 4.0391 -3.0391
417 -3.833 1.00 3.9265 -2 .9265
437 -3.907 1.00 3.9828 -2.9828
471 -3.981 1.00 4.0391 -3.0391
a - De pe nde nt  Variable : M anage m e nt  relat ions
n = 463
P ro po rt io n  o f  re spo nse s une xp laine d  = 1 .08%
Q31  L e v e l  o f  t rust  f o r  se rv ic e  m an ag e m e n t
n = 463
Pro po rt io n  o f  re spo nse s une xp laine d  = 0%
Q3 3  Sat i s f ac t i o n  t h at  sug g e st i o n s are  l i s t e n e d  t o
n = 450
P ro po rt io n  o f  re spo nse s une xp laine d  = 0%
Q 3 4  E f f e c t iv e n e ss o f  I n s t i t u t i o n ’s p ro ble m  so lv in g  sy s t e m s
n = 457
P ro po rt io n  o f  re spo nse s une xp laine d  = 0%
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Casewise Diagnostics*
C a se  Num be r Std. R esidual
Lev e l o f  
control
Predic t ed
V alue R esidual
5 -3 .332 1.00 3.6452 -2 .645 2
57 -3.332 1.00 3.6452 -2 .645 2
108 -3.332 1.00 3.6452 -2.6452
109 -3.332 1.00 3.6452 -2.6452
139 -3.459 1.00 3.7463 -2.7463
181 -3.459 1.00 3.7463 -2.7463
185 -3.459 1.00 3.7463 -2.7463
211 -3.501 1.00 3.7800 -2 .7800
246 -3.544 1.00 3.8137 -2 .8137
397 -3.586 1.00 3.8474 -2.8474
433 -3.459 1.00 3.7463 -2.7463
a- De pe nde nt  Variable : Lev e l o f  control
n = 465
Pro po rt io n  o f  re spo nse s une xp laine d  = 2 .36%  
Q3 6  Sat i s f ac t i o n  w i t h  t h i s c o n t ro l
Casewise Diagnostics*
C a se  Num be r Std. R esidual
Sat  with 
control
Predic t ed
Value R esidual
185 -3.557 1.00 3.7918 -2 .7918
246 -3.534 1.00 3.7734 -2 .7734
274 -3.534 1.00 3.7734 -2.7734
318 -3.534 1.00 3.7734 -2 .7734
397 -3.522 1.00 3.7642 -2.7642
a - De pe nde nt  Variable : Sat  with control
n = 457
P ro po rt io n  o f  re spo nse s une xp laine d  = 1 .0 9 %
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Casewise Diagnostics*
C a se  Num be r Std. R esidual
Fee l part  
o f  t eam
Predic t ed
V alue R esidual
185 -3.620 1.00 4.0063 -3.0063
222 -3.592 1.00 3.9827 -2.9827
225 -3.592 1.00 3.9827 -2.9827
226 -3.592 1.00 3.9827 -2.9827
437 -3.592 1.00 3.9827 -2.9827
439 -3.592 1.00 3.9827 -2.9827
443 -3.592 1.00 3.9827 -2.9827
461 -3.535 1.00 3.9355 -2.9355
463 -3.535 1.00 3.9355 -2 .9355
471 -3.535 1.00 3.9355 -2.9355
473 -3.535 1.00 3.9355 -2 .935 5
a- De pe nde nt  Variable : Fe e l part  o f  t eam
n = 467
P ro po rt io n  o f  re spo nse s une xp laine d  = 2 .35%  
Q3 8  N e e d  f o r  g o o d  c o -w o rk e r  re la t i o n s in  se rv i c e  d e l iv e ry
Casewise Diagnostics*
C a se  Num be r Std. R e sidual
N e e d  fo r g o o d  
c o -w orke r  
re lat ions
Predic t ed
V alue R esidual
53 -4.141 2.00 4.5509 -2.5509
181 -5.692 1.00 4.5061 -3.5061
437 -4.050 2.00 4.4949 -2.4949
461 -4.014 2.00 4.4725 -2.4725
a. De pe nde nt  Variable : N e e d  fo r g o o d  c o -w o rk e r relat ions
n = 467
Pro po rt io n  o f  re spo nse s une xp laine d  = 0 .85%  
Q3 9  Sat i s f i e d  t h at  p lay  an  e q ual  ro le  in  t h e  se rv i c e
Casewise Diagnostics a
C ase  Num ber Std. Residual Equal role
Predicted
Va lu e Residual
2 1 4 -4 .0 0 9 1 .00 4 .0 6 7 2 -3 .0 6 7 2
256 -4 .0 0 2 1 .00 4 .0 6 1 7 -3 .0 6 1 7
275 -4 .0 0 2 1 .00 4 .0 6 1 7 -3 .0 6 1 7
276 -4 .0 0 2 1 .00 4 .0 6 1 7 -3 .0 6 1 7
471 -3 .9 9 5 1 .00 4 .0 5 6 3 -3 .0 5 6 3
a- D ependen t Variab le : Equal role
n = 456
Proport ion o f  responses unexplained = 1.09%
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Q4 1  Sat i s f ac t i o n  w i t h  re la t i o n s w i t h  t rade  un io n  re p re se n t a t iv e
n = 296
P ro po rt io n  o f  re spo nse s une xp laine d  = 0%
Q4 3  C o n t in ue  t o  w o rk  i f  w o n  m o n e y
n = 435
P ro po rt io n  o f  re spo nse s une xp laine d  = 0%
Q 4 4  S at i s f ac t i o n  w i t h  p h y si c a l  w o rk in g  e n v i ro n m e n t
Casewise Diagnostics’
C a se  Num be r Std. R e sidual
Phy sical
layout
Predic t ed
V alue R esidual
109 -3.302 1.00 3.6104 -2.6104
285 -3.350 1.00 3.6484 -2.6484
318 -3.350 1.00 3.6484 -2 .6484
412 -3.302 1.00 3.6104 -2.6104
466 -3.359 1.00 3.6560 -2 .6560
471 -3.359 1.00 3.6560 -2.6560
a - De pe nde nt  Variable : Phy sic al layout
n = 465
P ro po rt io n  o f  re spo nse s une xp laine d  = 1 .29%
Q1 4 a Im p o rt an c e  o f  a g o o d  rat e  o f  p ay
Casewise Diagnostics’
C a se  Num be r Std. R esidual R at e  o f  pay
Predic t ed
V alue R esidual
97 -4 .046 3.00 4.7879 -1.7879
146 -4.122 3.00 4.8215 -1.8215
152 -6.384 2.00 4.8215 -2.8215
158 -4.122 3.00 4.8215 -1 .8215
160 -4.122 3.00 4.8215 -1.8215
195 -4.122 3.00 4.8215 -1 .8215
206 -4.147 3.00 4.8328 -1.8328
346 -4.198 3.00 4.8552 -1.8552
370 -4.198 3.00 4.8552 -1.8552
434 -4.122 3.00 4.8215 -1.8215
a - De pe nde nt  Variable : R at e  o f  pay
n = 466
Proport ion o f  responses unexplained = 2.14%
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Q14b Im po rt anc e  o f  g o o d  bo nus sc he m es
Casewise Diagnostics1
C a se  Num be r Std. R e sidual
Bo nus
sc he m e
Predic t ed
V alue R esidual
97 -3.291 1.00 4.0905 -3.0905
184 -3.418 1.00 4.2095 -3.2095
257 -3.502 1.00 4.2889 -3.2889
459 -3.545 1.00 4.3286 -3 .3286
a - De pe nde nt  Variable : Bo nus sc he m e
n = 284
P ro po rt io n  o f  re spo nse s une xp laine d  = 1 .41%  
Q1 4 c  Im p o rt an c e  o f  g o o d  re la t i o n sh ip s w i t h  c o -w o rk e rs
Casewise Diagnostics1
C a se  Num be r Std. R e sidual
Co -w o rke r
relat ions
Predic t ed
V alue R e sidual
51 -3 .230 3.00 4.6674 -1.6674
146 -3.327 3.00 4.7176 -1 .7176
160 -3.327 3.00 4.7176 -1.7176
170 -3.327 3.00 4.7176 -1 .7176
180 -3.327 3.00 4.7176 -1.7176
184 -7.201 1.00 4.7176 -3.7176
313 -3.376 3.00 4.7428 -1.7428
395 -3.400 3.00 4.7553 -1 .7553
437 -3.351 3.00 4.7302 -1.7302
461 -3.400 3.00 4.7553 -1.7553
a - De pe nde nt  Variable : Co -w o rk e r re lat ions
n = 455
Pro po rt io n  o f  re spo nse s une xp laine d  — 2 .19%  
Q 1 4 d  Im p o rt an c e  o f  p r id e  in  se rv ic e
Casewise Diagnostics1
C a se  Num be r Std. R esidual
Pride  in 
se rv ice
Pred ic t ed
V alue R esidual
51 -4 .028 2.00 4.5451 -2.5451
54 -4.028 2.00 4.5451 -2.5451
348 -4.244 2.00 4.6817 -2 .6817
427 -5.703 1.00 4.6036 -3.6036
a - De pe nde nt  Variable : Pride  in se rv ic e
n = 432
Proport ion o f  responses unexplained = 0.92%
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Q1 4e  Im po rt anc e  o f  o ppo rtun i t ie s fo r m ult isk i l l ing
Casewise Diagnostic#
C a se  Num be r Std. R e sidual O p p s fo r m/s
Predic t ed
Value R esidual
154 -3.051 1.00 3.8796 -2.8796
181 -3.051 1.00 3.8796 -2.8796
388 -3.150 1.00 3.9730 -2.9730
420 -3.018 1.00 3.8484 -2.8484
425 -3.018 1.00 3.8484 -2 .8484
463 -3.150 1.00 3.9730 -2 .9730
471 -3.150 1.00 3.9730 -2 .9730
a - De pe nde nt  Variable : O p p s fo r m/s
n = 366
Pro po rt io n  o f  re spo nse s une xp laine d  = 1 .91%  
Q 1 4 f  Im p o rt an c e  o f  g o o d  t ra in in g  o p p o rt un i t i e s
Casewise Diagnostic#
C a se  Num be r Std. R esidual T raining o pps
Predic t ed
V alue R e sidual
154 -3.694 1.00 4.2095 -3.2095
181 -3.694 1.00 4.2095 -3 .2095
226 -3.746 1.00 4.2545 -3.2545
388 -3.849 1.00 4.3445 -3 .3445
408 -3.539 1.00 4.0746 -3.0746
a - De pe nde nt  Variable : T raining o pps
n = 412
Pro po rt io n  o f  re spo nse s une xp laine d  = 1 .21%
Q 1 4 g  Im p o rt an c e  o f  o v e r t im e  o p p o rt un i t i e s
n = 407
Pro po rt io n  o f  re spo nse s une xp laine d  = 0%
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Evaluat ing  the appl icabi l i ty o f  Ma sl ow 's theory o f  mot ivat ion to anci l lary st a f f
Q 1 4 h  Im p o r t an c e  o f  j o b  se c ur i t y
Casewise Diagnostics’
C a se  Num be r Std. R e sidual Jo b security
Predic t ed
Value R esidual
18 -3 .074 3.00 4.7459 -1.7459
53 -4.709 2.00 4.6744 -2.6744
76 -4.751 2.00 4.6982 -2 .6982
123 -3.074 3.00 4.7459 -1 .7459
132 -4.835 2.00 4.7459 -2.7459
146 -3.116 3.00 4.7697 -1 .7697
160 -3.116 3.00 4.7697 -1 .7697
165 -6.637 1.00 4.7697 -3.7697
170 -3.116 3.00 4.7697 -1.7697
182 -3.116 3.00 4.7697 -1.7697
206 -3.158 3.00 4.7935 -1.7935
226 -4.919 2.00 4.7935 -2.7935
359 -5.003 2.00 4.8412 -2.8412
370 -3.242 3.00 4.8412 -1.8412
380 -3.242 3.00 4.8412 -1.8412
417 -3.074 3.00 4.7459 -1.7459
455 -3.242 3.00 4.8412 -1.8412
3- De pe nde nt  Variable : Jo b security
n -  446
P ro po rt io n  o f  re spo nse s une xp laine d  = 3 .81%  
Q 1 4 i  Im p o rt an c e  o f  g o o d  m an ag e m e n t  st y le
Casewise Diagnostics'
C a se  Num be r Std. R esidual
M anage m e nt
sty le
Predic t ed
V alue R e sidual
53 -4 .507 1.00 4.3595 -3.3595
76 -3.226 2.00 4.4047 -2 .404 7
108 -3.226 2.00 4.4047 -2.4047
109 -3.226 2.00 4.4047 -2 .404 7
165 -4.749 1.00 4.5403 -3.5403
181 -4.749 1.00 4.5403 -3.5403
244 -3.529 2.00 4.6307 -2 .630 7
425 -3.347 2.00 4.4951 -2.4951
437 -4.810 1.00 4.5855 -3 .585 5
a - De pe nde nt  Variable : M anage m e nt  sty le
n -  429
Pro po rt io n  o f  re spo nse s une xp laine d  = 2 .09%
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Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot ivat ion to anci l lary st a f f
Q14j Im po rt anc e  o f  a go o d  pe nsio n  sc hem e
Casewise Diagnostic#
C a se  Num be r Std. R e sidual
P e nsio n
sc he m e
Predic t ed
V alue R esidual
20 -3 .003 2.00 4.4892 -2 .4892
53 -4.158 1.00 4.4461 -3.4461
154 -4.227 1.00 4.5036 -3.5036
222 -4.245 1.00 4.5180 -3.5180
226 -4.245 1.00 4.5180 -3.5180
288 -3.055 2.00 4.5324 -2.5324
297 -4.262 1.00 4.5324 -3.5324
348 -4.279 1.00 4.5468 -3.5468
362 -3.073 2.00 4.5468 -2.5468
a - De pe nde nt  Variable : Pe nsio n  sc he m e
n = 414
Pro po rt io n  o f  re spo nse s une xp laine d  — 2 .17%  
Q 1 4 k  Im p o rt an c e  o f  n um be r  o f  day s A n n ua l  L e av e
Casewise Diagnostic#
C a se  Num be r Std. R esidual Day s A/L
Predic t ed
V alue R esidual
11 -3 .853 2.00 4.5677 -2 .5677
20 -3.853 2.00 4.5677 -2.5677
42 -5.581 1.00 4.7192 -3 .7192
47 -5.183 1.00 4.4541 -3.4541
53 -3.683 2.00 4.4541 -2.4541
67 -3.740 2.00 4.4920 -2.4920
3. De pe nde nt  Variable : Day s A/L
n = 448
P ro po rt io n  o f  re spo nse s une xp laine d  = 1 .3 4 %
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Evaluat ing  the appl i cabi l i ty o f  Ma sl ow's theory o f  mot i vat ion to anci l lary st a f f
Q141 Im po rt anc e  o f  g o o d  pro m o t io nal pro spec t s
Casewise Diagnostic#
C a se  Num be r Std. R esidual
Go o d  prom o  
pro spec ts
Predic t ed
V alue R esidual
131 -3.165 1.00 3.8857 -2.8857
181 -3.229 1.00 3.9439 -2.9439
211 -3.293 1.00 4.0021 -3.0021
388 -3.421 1.00 4.1185 -3.1185
438 -3.293 1.00 4.0021 -3.0021
a - De pe nde nt  Variable : Go o d  prom o pro spe c ts
n = 392
P ro po rt io n  o f  re spo nse s une xp laine d  = 1 .27%  
Q 1 4 m  Im p o rt an c e  o f  a f r i e n d ly  a t m o sp h e re
Casewise Diagnostic#
C a se  Num be r Std. R e sidual
Friendly
at m o sphere
Predic t ed
V alue R esidual
7 -3 .066 3.00 4.7222 -1.7222
54 -6.542 1.00 4.6743 -3.6743
144 -3.095 3.00 4.7382 -1.7382
146 -3.095 3.00 4.7382 -1.7382
157 -4.875 2.00 4.7382 -2.7382
160 -3.095 3.00 4.7382 -1.7382
165 -6.656 1.00 4.7382 -3.7382
170 -3.095 3.00 4.7382 -1.7382
176 -3.095 3.00 4.7382 -1.7382
184 -3.095 3.00 4.7382 -1.7382
256 -3.152 3.00 4.7702 -1.7702
401 -4.761 2.00 4.6743 -2.6743
437 -3.123 3.00 4.7542 -1.7542
474 -3.180 3.00 4.7862 -1.7862
a - De pe nde nt  Variable : Friendly  atm o sphere
n = 445
P ro po rt io n  o f  re spo nse s une xp laine d  = 3 .14%
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Evaluat ing  the appl icabi l i ty o f  Ma sl ow's theory o f  mot ivat i on to anci l lary st a f f
Q14n Im po rt anc e  o f  c o ntac t  w i t h  st udent s
Casewise Diagnostics1
C a se  Num be r Std. R esidual
Contac t  with 
students
Predic t ed
V alue R e sidual
85 -3 .188 1.00 3.8886 -2.8886
154 -3.367 1.00 4.0500 -3.0500
161 -3.367 1.00 4.0500 -3.0500
163 -3.367 1.00 4.0500 -3.0500
176 -3.367 1.00 4.0500 -3.0500
a- De pe nde nt  Variable : Contac t  with students
n = 418
P ro po rt io n  o f  re spo nse s une xp laine d  = 1 .19%
Q 1 4 o  Im p o rt an c e  o f  c o n t ac t  w i t h  sup e rv i so r
n = 442
P ro po rt io n  o f  re spo nse s une xp laine d  = 2 .71%
Casewise Diagnostics'
C a se  Num be r Std. R esidual
Contac t  with 
supe rv iso rs
Predic t ed
V alue R e sidual
29 -3 .074 2.00 4.4287 -2 .4287
30 -4.340 1.00 4.4287 -3 .4287
109 -3.060 2.00 4.4179 -2.4179
154 -4.346 1.00 4.4341 -3.4341
181 -4.346 1.00 4.4341 -3.4341
188 -3.081 2.00 4.4341 -2.4341
359 -3.101 2.00 4.4503 -2.4503
380 -4.367 1.00 4.4503 -3.4503
437 -4.353 1.00 4.4395 -3 .4395
438 -4.353 1.00 4.4395 -3.4395
463 -3.101 2.00 4.4503 -2.4503
474 -3.101 2.00 4.4503 -2.4503
a- De pe nde nt  Variable : Contac t  with supe rv iso rs
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Evaluat ing the appl i cabi l i ty o f  Ma sl ow 's theory o f  mot i vat ion to anci l lary st a f f
Q14p Im po rt anc e  o f  c o ntac t  w i t h  supe rv iso r ’s bo ss
Casewise Diagnostic#
C a se  Num be r Std. R e sidual
Contact
supe rv iso r's
bo ss
Predic t ed
V alue R esidual
30 -3 .442 1.00 4.1784 -3.1784
108 -3.373 1.00 4.1140 -3.1140
109 -3.373 1.00 4.1140 -3.1140
181 -3.477 1.00 4.2107 -3 .2107
211 -3.512 1.00 4.2429 -3.2429
350 -3.582 1.00 4.3073 -3.3073
419 -3.442 1.00 4.1784 -3.1784
437 -3.512 1.00 4.2429 -3.2429
438 -3.512 1.00 4.2429 -3.2429
472 -3.582 1.00 4.3073 -3.3073
a - De pe nde nt  Variable : Contac t  superv iso r 's bo ss
n = 430
Pro po rt io n  o f  re spo nse s une xp laine d  = 2 .30%
Q 1 4 q  Im p o rt an c e  o f  j o b  v ar i e t y
Casewise Diagnostic#
C a se  Num be r Std. R esidual Jo b variety
Predic t ed
V alue R esidual
109 -3.304 1.00 3.8659 -2.8659
158 -3.518 1.00 4.0516 -3.0516
165 -3.518 1.00 4.0516 -3.0516
181 -3.518 1.00 4.0516 -3.0516
222 -3.589 1.00 4.1135 -3 .1135
a - De pe nde nt  Variable : Jo b variety
n = 408
P ro po rt io n  o f  re spo nses une xp laine d  = 1 .22%
Q 1 4 r  Im p o rt an c e  o f  un io n  re p re se n t at i o n
n = 392
P ro po rt io n  o f  re spo nse s une xp laine d  = 0%
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t-test for Equality of Means
95% Confidence
 
Interval of the 
Difference
Upper 1
-3 .89E -02  
-4.51 E -02
-.3276
-.3269
-.2707
-.2719
7 .078E -02
6 .848E -02
5.731 E -02  
6 .000E -02
2 .225E -02
2 .367E -02
7 .717E -02  
7.881 E -02
-2 .35E -02
-2 .59E -02
.1047
.1052
Lower 1
- .2706
-.2645
-.5770
-.5776
-.4871
-.4858
-.1210
-.1187
-.1642
-.1669
-.2115
-.2129
-.1123
-.1140
-.2774
-.2750
-.1026
-.1031
Std. Error
Difference [
5 .907E -02  
5.591 E -02
6 .357E -02
6 .388E -02
5 .516E -02  
5.451 E -02
4 .888E -02
4 .768E -02
5 .645E -02
5 .779E -02
5 .959E -02
6 .028E -02
4.831 E -02  
4.911 E -02
6.471 E -02  
6 .349E -02
5 .284E -02
5 .305E -02
Mean
Difference
-.1548
-.1548
-.4523
-.4523
-.3789
-.3789
-2 .510E -02
-2 .510E -02
-5 .343E -02
-5 .343E -02
-9 .464E -02
-9 .464E -02
-1 .758E -02
-1 .758E -02
-.1505
-.1505
1.036E -03
1 .036E -03
Siq. (2-ta iled)
O
 
CO
 
o
 
o
 
o
 
o
o
 
o
 
o
 
o
 
o
 
o
o
 
o
 
o
 
o
 
o
 
o
.608
.599
.344
.355
.112
.117
.716
.720
.020
.018
.984
.984
t5
1509
999.211
1514
881 .559
1504
939 .213
1512
970 .122
1457
787 .872
1461
857 .963
1484
860.691
1476
931 .343
1461
855 .875
-
-2 .620
-2 .768
-7 .114
-7 .080
-6 .868
-6 .950
-.513
-.526
c
o
 
inCM
05
 
05
-1 .588
-1 .570
-.364
-.358
-2 .325
-2 .370
.020
.020
Levene's Test for 
Equality of Variances
Siq.
CMOO
.377
COCM
.372
CMr-o
.434
.584
CMaCM
.690
IL
9 .447
.779
.630
.798
3 .243
.614
.299
1.113
.160
Need for TU membership Equal variances  
assumed  
Equal variances  
not assumed
Sat with pay Equal variances  
assumed  
Equal variances  
not assumed
Job security Equal variances  
assumed  
Equal variances  
not assumed
Overall sat Equal variances  
assumed  
Equal variances  
not assumed
Promo prospects Equal variances  
assumed  
Equal variances  
not assumed
Kept informed Equal variances  
assumed  
Equal variances  
not assumed
Management relations Equal variances  
assumed  
Equal variances  
not assumed
Trust of management Equal variances  
assumed  
Equal variances  
not assumed
Suggestion schemes Equal variances  
assumed  
Equal variances  
not assumed
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t-test for Equality of Means
95% Confidence  
Interval of the  
Difference
Upper . |
-1 .52E -02
-1 .83E -02
.7825
.8239
-2 .80E -02
-3 .16E -02
1.669E -02
1 .507E -02
.1567
.1645
5 .959E -02
6 .211E -02
8.741 E -02  
9 .108E -02
1 .253E -02
1 .154E -02
3 .238E -03
-1 .31E -04
Lower |
-.1241
-.1211
.4728
.4314
-.1470
-.1433
-.12 35
-.1218
-9 .26E -02
-.1004
-.1586
-.1611
-.1807
-.1843
-9.01 E -02  
-8.91 E -02
-.1628
-.15 95
Std. Error
Difference f
2 .776E -02
2 .620E -02
7 .893E -02
9 .983E -02
3 .035E -02
2 .846E -02
3 .572E -02
3 .488E -02
6 .354E -02
6 .743E -02
5.561 E -02  
5 .686E -02
6 .833E -02
7 .014E -02
2 .616E -02
2 .564E -02
4 .233E -02
4 .059E -02
Mean
Difference
-6 .968E -02
-6 .968E -02
.6276
.6276
-8 .749E -02
-8 .749E -02
-5 .338E -02
-5 .338E -02
3 .205E -02
3 .205E -02
-4.951 E -02  
-4 .9 51E -02
-4 .662E -02
-4 .662E -02
-3 .878E -02
-3 .878E -02
-7 .979E -02
-7 .979E -02
Siq. (2-tailed)
.012
.008
o
 
o
 
o
 
o
 
o
 
o
.004
.002
.135
.126
.614
.635
.373
.384
.495
.506
.138
.131
.060
.050
*5
1493
1017.664
1165
428.771
1486
1026.168
1450
902 .920
1280
657 .083
1359
761 .823
1357
752 .662
1452
893 .805
1402
922 .260
-
-2 .510
-2 .659
7 .952
6 .287
-2 .883
-3 .074
-1 .494
-1 .530
.504
.475
- .890
-.871
-.682
-.665
-1 .483
-1 .513
-1 .8 85
-1 .966
Levene's Test for 
Equality of Variances
6)CO
ooo
ooo
ooo
©
3©
c
n
N
.
N
-
C
sj
N
.
Oo
CMo
U
.
21 .150
198 .223
26 .547
4 .645
CO00
00COo
1.212
oCO
5 .075
Rate of pay Equal variances  
assumed  
Equal variances  
not assumed
Bonus scheme Equal variances  
assumed  
Equal variances  
not assumed
Co-worker relations Equal variances  
assumed  
Equal variances  
not assumed
Pride in service Equal variances  
assumed  
Equal variances  
not assumed
Opps for m/s Equal variances  
assumed  
Equal variances  
not assumed
Training opps Equal variances  
assumed  
Equal variances  
not assumed
Overtime opps Equal variances  
assumed  
Equal variances  
not assumed
Job security Equal variances  
assumed  
Equal variances  
not assumed
Management style Equal variances  
assumed  
Equal variances  
not assumed
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t-test for Equality of Means
95% Confidence  
Interval of the 
Difference
Upper 1
.3025
.3135
-.6294
-.6275
-.2253
-.2164
-.1436
-.1348
.1382
.1359
-1 .85E -02
-1 .67E -02
4 .783E -02
5 .582E -02
-.1597
-.1513
7.125E -04
6.140E -03
Lower I
.1215
.1106
-.8834
-.8854
-.4460
-.4549
-.3340  
• - .3429
-9 .88E -02
-9 .65E -02
-.2645
-.2663
-.1489
-.1569
-.4194
-.4279
-.2149
-.2203
Std. Error
Difference I
4 .613E -02
5 .165E -02
6 .474E -02
6.567E -02
5.625E -02
6.072E -02
4 .853E -02
5.298E -02
6 .039E -02
5 .918E -02
6.271 E -02  
6 .356E -02
5 .014E -02
5.415E -02
6.620E -02
7 .042E -02
5 .495E -02
5 .766E -02
Mean
Difference
o
 
o
CM
 
CM
 
S
 
CM
- .7564
-.7564
-.3357
-.3357
00
 
00
 
00
 
00
 
CO
 
CO
 
CM
 
CM
1.971 E -02
1.971 E -02
-.1415
-.1415
-5 .053E -02
•
-5 .053E -02
CO
 
CO
 
o
 
o
CO
 
CO
 
CM
 
CM
-.1071
-.1071
Sip. (2-tailed)
O
 
O
 
O
 
O
O
 
O
o
 
o
 
o
 
o
 
o
 
o
o
 
o
 
o
 
o
 
o
 
o
O
 
O
 
o
 
o
 
o
 
o
.744
.739
.024
.026
CO
 
CO
O
 
O
 
O
 
O
 
O
 
O
.052
.064
1431
568 .172
1479
670.521
1473
604 .427
1480
596 .963
1411
705 .858
1425
665 .629
1452
594 .495
1443
614 .893
1423
628 .254
-
4 .597
4 .105
-11 .684
-11 .519
-5 .967
-5 .528
-4.921
-4 .508
.326
.333
-2 .2 56
-2 .226
-1 .008
-.933
-4 .374
-4 .112
-1 .949
-1 .857
Levene's Test for 
Equality of Variances
Siq.
ooo
.119
.149
ooo
.269
.728
CMOo
.009
CMCOO
u
_
2 8 .928
2 .436
oCOoCM
COCOCOCO
1 .224
CM
CMCOCOO)
COoCOcd
3 .023
TU rep imp Equal variances  
assumed  
Equal variances  
not assumed
Sat with pay Equal variances  
assumed  
Equal variances  
not assumed
Job security Equal variances  
assumed  
Equal variances  
not assumed
Overall sat Equal variances  
assumed  
Equal variances  
not assumed
Promo prospects Equal variances  
assumed  
Equal variances  
not assumed
Kept informed Equal variances  
assumed  
Equal variances  
not assumed
Management relations Equal variances  
assumed  
Equal variances  
not assumed
Trust of management Equal variances  
assumed  
Equal variances  
not assumed
Suggestion schemes Equal variances  
assumed  
Equal variances  
not assumed
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Evaluating the applicability of Maslow's theory of motivation to ancillary st a f f
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t-test for Equality of M eans
95% Confidence  
Interval of the  
D iffe rence
Upper ]
5 .2 5 8 E -0 2
5 .5 6 6E -0 2
.6 238
.5954
-6 .2 5 E -0 2
-5 .5 0 E -0 2
- .1 4 2 4
- .1 3 1 9
4 .2 3 2E -0 2
4 .4 1 6E -0 2
CM
 
CM
9
 
9
U
J
 
LU
 
O
 
O
.2 0 85
.2047
3 .3 6 8E -0 2  
3.871 E -0 2
<NI
 
t
v
9
 
9
lU
 
U
J
°
 
$
 
CO
Lower |
-5 .7 4 E -0 2  
-6.04 E -0 2
.2 4 6 5
.2 7 4 9
- .1 8 4 5
-.19 21
-.2 8 8 7
-.2 9 9 2
- .2 3 6 4
- .2 3 8 2
- .2 5 1 3
- .2 5 1 3
-9.71 E -0 2  
-9 .3 3 E -0 2
-7 .8 4 E -0 2
-8 .3 5 E -0 2
- .2 1 1 7
- .2 1 8 0
Std. E rro r
Difference [
2 .8 0 2 E -0 2
2 .9 5 6E -0 2
9 .6 1 5E -0 2
8 .1 6 8E -0 2
3 .1 1 0E -0 2
3 .4 9 0E -0 2
3 .7 2 7E -0 2
4 .2 5 6E -0 2
7 .1 0 3 E -0 2
7 .1 9 0E -0 2
6 .1 2 2E -0 2
6 .1 1 7 E -0 2
7 .7 8 7E -0 2  
7.591 E -0 2
2 .8 5 8E -0 2
3 .1 1 0E -0 2
4 .3 5 0E -0 2
4 .6 6 6E -0 2
M ean
D iffe rence
-2.391 E -0 3  
-2.391 E -0 3
.4 352
.4 352
in
 
in
o
o
 
CO
 
CM
 
CM
- .2 1 5 6
- .2 1 5 6
-9 .7 0 4 E -0 2
-9 .7 0 4 E -0 2
- .1 3 1 2
- .1 3 1 2
5 .5 6 8E -0 2
5 .5 6 8 E -0 2
-2 .2 3 7 E -0 2
-2 .2 3 7 E -0 2
- .1 2 6 4
- .1 2 6 4
Sig. (2 -ta ile d )
.9 3 2
.9 36
o
 
o
 
o
 
o
 
o
 
o
o
 
o
 
o
 
o
 
o
 
o
o
 
o
 
o
 
o
 
o
 
o
.1 7 2
.178
.0 3 2
.0 32
.4 75
.463
.434
.4 7 2
.004
.0 07
■
o
1 456
6 2 8 .0 9 2
1096
9 4 5 .3 5 3
1442
5 6 3 .5 8 9
1394
5 3 6 .0 6 4
1 15 2
6 2 1 .1 2 7
1261
6 7 3 .1 1 3
1202
7 1 5 .8 6 4
1410
5 7 6 .4 9 0
1336
5 7 1 .0 3 6
-
IT)
 
▼
-
00
 
00
 
o
 
o
4 .5 2 6
5 .3 2 8
-3 .9 7 2
-3 .5 4 0
-5 .7 8 3
-5 .0 6 5
-1 .3 6 6
-1 .3 5 0
-2 .1 4 2
-2 .1 4 4
.7 15
.734
-.7 8 3
- .7 1 9
-2 .9 0 5
-2 .7 0 8
Levene's Test for 
Equality of V a riances
Sig .
.617
ooo
ooo
ooo
COoo
.6 5 0
.160
.059
ooo
u
.
.251
3 8 .9 3 4
C
M
CD00•M-
70 .0 5 4
9 .1 5 4
.2 06
1 .9 74
3 .581
1 4 .1 29
Rate of pay Equal variances  
assum ed  
Equal variances  
not assum ed
Bonus scheme Equal variances  
assum ed  
Equal variances  
not assum ed
Co-worker, relations Equal variances  
assum ed  
Equal variances  
not assum ed
Pride in service Equal variances  
assum ed  
Equal variances  
not assum ed
Opps for m/s Equal variances  
assum ed  
Equal variances  
not assum ed
Training opps Equal variances  
assum ed  
Equal variances  
not assum ed
Overtime opps Equal variances  
assum ed  
Equal va riances  
not assum ed
Job security Equal variances  
assum ed  
Equal variances  
not assum ed
Management style Equal variances  
assum ed  
Equal variances  
not assum ed
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Evaluating the applicability of Maslow's theory of mot ivat ion
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-.039
.770
60
.132
.424
39
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.369
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-.171
.217
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.776
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